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Abstract 
Balanced Scorecard Approach to Human Resource 
Management: A study of Select Universities 
Abstract 
Introduction 
Human resources play an important role in development and growth of any 
organization and for that matter of any economy. Among all the factors of 
production only human resources are living being and have unlimited capacity 
and potentials. Such capacity and potentials of human beings can be 
developed for the benefit of organization by applying proper strategies. More 
effective management of human resources (HR) increasingly is being seen as 
positively affecting performance in organizations, both large and small. It is 
evident that the transition of HR management has enhanced organizational 
competitiveness and success. There are different approaches of Human 
Resource Management and Balance Scorecard is one of the important 
approaches of evaluation of an organization. (Berg, 1950) 
The BSC provides executives with a comprehensive framework that 
translates a company's vision and strategy into a coherent set of 
performance measures. BSC translates mission and strategy into objectives 
and measures, organized into four different perspectives; financial, customer, 
internal business process, and learning and growth The scorecard provides 
a framework, a language, to communicate mission and strategy; it uses 
measurement to inform employees about the drivers of current and future 
success. A lot of people think of measurement as a tool to control behavior 
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and to evaluate past performance. However the BSC should be used in a 
different way - to articulate the strategy of the business, to communicate the 
strategy of the business, and to help align individual, organizational, and 
cross-departmental initiatives to achieve a common goal. The BSC should be 
used as a communication, informing, and learning system, not a controlling 
system. (Kaplan & Norton, 1996) 
University is basically responsible for conducting researches and studies at all 
fields of life and domains of knowledge. University also has an important role 
in the field of public service in society by offering practical services to society 
on the part of teaching staff and students, utilizing its various facilities. The 
most prominent problems which face Jordanian society are: firstly, the 
continuous cultural and ideological modernization coming from the West and 
the Palestinians of conflict among three ideologies: Islamic, communist and 
capital, secondly, the continuous scientific and technologies challenge coming 
from the west and the east and the needs of the Jordanian society for the 
different experiences and skills of advanced societies, in this way, the west 
and the east control the offering of advanced appliances and industries to 
Jordan according to certain conditions, thirdly, the occurrence of social, 
economic and political problems resulting from the rapid progress 
accompanied by an imbalance between the values and aims imposed by the 
material progress and the host of values and aims polarized the interaction of 
the ideological heritage and society needs, and fourthly, the development of 
new intellectual and faith currents within Jordanian society, one of them tries 
to assert the identity of the Arab-Islamic society, and the other tries to borrow 
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the western or Eastern solutions resulting from the material progress. Each of 
them has its philosophy which supports its positions and manner of treatment. 
Research problems 
In light of the above discussed information gap, the purpose of this thesis is to 
determine the impact a Balanced Scorecard Decision Support System can 
have on the success rate of a Balanced Scorecard implementation and work. 
For this researcher will answer the following research question: 
• How can the utilization of a BSC model increases the success rate of 
the Balanced Scorecard implementation in HRM? 
• Are universities aware of their strategic responsibilities? 
• Are universities managing the financial risks or not? 
• How is HRM helping universities position themselves to meet the 
needs of external customers that are students? 
• Do the universities have the talent to be successful in the future? 
• Is the HR system providing the university with the employee 
competencies and behavior necessary to achieve overall objectives? 
. Whether the internal processing of different procedural work takes 
much time in completion in government universities than private 
universities or not? 
. .Whether the employees are satisfied or not regarding their promotion 
as well as their remuneration in government universities? 
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• How is HRM helping universities position themselves to meet the 
needs of extemal customers that are students? 
• Are universities aware of their strategic responsibilities? 
• Are universities managing their financial resources or not? 
• Why are private universities known for their efficiencies as compared to 
the government universities of Jordan? 
• What is the status of performance evaluation of the employees and 
teachers of the universities of Jordan in the government and private 
universities? 
Research Gap 
After thoroughly going through different research works, articles, papers and 
journals based on Balance Score card approach of Human Resource 
Management and its implementation in different organisation, The researcher 
found that a lot of work has been done in regard to the Balance Score card 
approach of Human resource management in different kind of organisations in 
different part of the world including USA, UK, Germany, Japan, China, India, 
Indonesia etc. This approach has been used in different types of 
organizations in different countries to bring overall efficiency in the working of 
the organizations. 
The researcher came to the conclusion that so far no any work has been 
under taken in Jordan in regard to make a comparative study of government 
and Private universities of Jordan as far as implementation of Balance Score 
Card approach is concerned. So, researcher has confined his work to study 
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the Balance Score Card approach of Human resource management in 
selected government and Private universities of Jordan. In this regard two of 
the government and same number of private universities are selected on the 
basis of convenience of the researcher to carry out the task. 
Objectives of the Study: 
• The basic objective of this study is to throw light on the evolution, concept, 
uses and implementation of the Balanced Scorecard Approach to Human 
Resource Management. 
• To identify the targets and goals against which the universities measure 
their performance. This includes measures like employee's satisfaction, 
employee's retention, student's satisfaction, competitive market share, etc. 
• To identify the way to make the internal business processes efficient to 
make universities better. 
• To make a comparative analysis of the performances of the staff including 
teaching as well as non teaching employees of government and private 
universities of Jordan. 
• To highlight different measures required in motivating teaching and non 
teaching staff members to deliver their best for the welfare of the 
university. 
. To identify and analyze the driving factors behind the implementation of 
the BSC and what are major problems in its implementation? 
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• To analyze whether design of the Balanced Score Card (BSC) reflects the 
resources of a university which provides competitive advantage? 
• To analyze whether universities use the resource-related BSC information 
in their decision-making activities or not? 
• To analyze whether there is a positive relationship between universities' 
use of the resource-related BSC information and their perceived 
performance in Jordan? 
Hypotheses of the Study: To undertake the study of the various aspects of 
balance score card of private and public universities of Jordanian universities, 
the following hypotheses are assumed: 
Null hypothesis Ho-1: There is no significant difference between the public 
and private universities of Jordan in terms of Balanced Score Card (BSC). 
Further this hypothesis is tested from the four different perspectives of 
Balanced Score Card like Financial, internal process, customers and Human 
resources. 
Null hypothesis Ho-1 A: There is no significant difference between the 
public and private universities of Jordan in terms of General perspective of 
Balanced Score Card. 
Null hypothesis Ho-1 B: There is no significant difference between the 
public and private universities of Jordan in terms of Financial Perspective. 
Null hypothesis Ho-1 C: There is no significant difference between the 
public and private universities of Jordan in terms of Internal Process 
Perspective. 
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Null hypothesis Ho-1 D: There is no significant difference between the 
public and private universities of Jordan in terms of Human Resources 
Perspective. 
Null hypothesis Ho-2: There is no significant difference in the perception 
of academicians and non-academicians towards Balanced Score Card. 
Further, this hypothesis is tested from the four different perspectives of 
Balanced Score Card like Financial, internal process, customers and Human 
resources. 
Null hypothesis Ho-2 A: There is no significant difference in the perception 
of academicians and non-academicians towards General Perspectives. 
Null hypothesis Ho-2 B: There is no significant difference in the perception 
of academicians and non-academicians towards Financial Perspectives. 
Null hypothesis Ho-2 C: There is no significant difference in the perception 
of academicians and non-academicians towards Internal Process 
Perspectives. 
Null hypothesis Ho-2 D: There is no significant difference in the perception 
of academicians and non-academicians towards Human Resource 
Perspectives. 
Null hypothesis Ho-3: There is no significant difference in the perception 
towards Balanced Score Card on the basis of gender. 
Further, the significant difference of this hypothesis is tested from the four 
different perspectives of Balanced Score Card like Financial, internal process, 
customers and Human resources. 
Null hypothesis Ho-3 A: There is no significant difference in the perception 
towards Balanced Score Card on the basis of General Perspectives. 
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Null hypothesis Ho-3 B: There is no significant difference in the perception 
towards Balanced Score Card on the basis of Financial Perspectives. 
Null hypothesis Ho-3 C: There is no significant difference in the perception 
towards Balanced Score Card on the basis of Internal Process Perspectives. 
Null hypothesis Ho-3 D: There is no significant difference in the perception 
towards Balanced Score Card on the basis of Human Resources 
Perspectives. 
Null hypothesis Ho-4: There is no significant difference on the basis of 
experience towards Balanced Score Card. 
Further, this hypothesis is tested from the four different perspectives of 
Balanced Score Card like general, financial, internal process, and Human 
resources. 
Null hypothesis Ho-4 A: There is no significant dif erence on the basis of 
experience towards General Perspectives. 
Null hypothesis Ho-4 B: There is no significant difference on the basis of 
experience towards Financial Perspectives. 
Null hypothesis Ho-4 C: There is no significant difference on the basis of 
experience towards Internal Process Perspectives. 
Null hypothesis Ho-4 D: There is no significant difference on the basis of 
experience towards Human Resources Perspectives. 
Null hypothesis Ho-5: There is no significant association between the 
Average life cycle of facilities and equipments offered in the universities of 
Public and Private sector. 
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Null hypothesis Ho-6: There is no significant association between the 
Average life cycle of facilities and equipments offeree in the universities and 
the sector to they belong. 
Null hypothesis Ho-7: There is no significant association between 
average number of papers by academic staff published in a year in the 
universities and the sector to which they belong. 
Null hypothesis Ho- 8: There is no significant association between the 
percentages of International students enrolled in comparison to total number 
of students in the universities and the sector to which they belong. 
Null hypothesis Ho- 9: There is no significant association between 
Conferences/ Seminars/ Workshops organized in a year in the universities 
and the sector to which they belong. 
Null hypothesis Ho-10: There is no significant association between the 
average number of papers by academic staff published in ISI journals in a 
year in the universities and the sector to which they belong. 
Null hypothesis Ho-11: There is no significant association between 
average number of papers by academic staff published in refereed research 
journals in a year in the universities and the sector to which they belong. 
Null hypothesis Ho-12: There is no significant association between the 
number of online programs offered in the universities and the sector to which 
they belong. 
Null hypothesis Ho-13: There is no significant association in regard to 
communication of the implementation of the performance measurement 
system to the employees of the universities of Public and Private sector. 
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Null hypothesis Ho-14: There is no significant association in regard to 
deficiencies of performance measurement system in the universities of Public 
and Private sector. 
Null hypothesis Ho-15: There is no significant association between 
academician and non-academician in regard to average number of papers by 
academic staff published in a year in the universities of Public and Private 
sector. 
Null hypothesis Ho-16: There is no significant association between 
academician and non-academician in regard to average number of papers by 
academic staff published in refereed research journals per year in the 
universities of Public and Private sector. 
Null hypothesis Ho-17: There is no significant association between 
academician and non-academician in regard to number of online programs 
offered in the universities of Public and Private sector. 
Research Design 
Keeping in view the objectives of the research study, the researcher used a 
descriptive research design. 
Sources of Data 
The data which constitute the raw material for carrying out the present work 
have been obtained from a number of sources. The primary and secondary 
data were collected using the respective sources. 
To carry out the undertaken research work, the researcher has heavily relied 
on primary data by preparing the questionnaire to collect the information from 
the teaching and non-teaching staff of the government and private universities 
of Jordan. Different set of questions were prepared to get the required 
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information fron') all the segment of the universities like satisfaction leve', 
internal processes, incentives, motivation and facilities in different universities. 
For collecting primary data, the researcher carried out a pilot survey before 
conducting the main survey. The pilot study helped to ensure the control of 
non-sampling error. Primary data was collected, from a sample of 30 
academic staff and 30 non-academic staff for pilot study and 288 respondents 
for main study, from two public and two private universities of Jordan. 
Target population 
Target population for the purpose of this study is defined as all the academic 
and non-academic staff two public and two private universities of Jordan. 
Sampling units 
A two stage sampling was adopted. The first stage sampling units were the 
four universities of Jordan. The second stage sampling units were individual 
employees in the academic and non-academic section of the universities. 
Selection of the sample 
Four universities, two governments and two private, universities of Jordan had 
been sampled. "For most purposes n=30 is sufficient, provided the universe is 
not exceedingly asymmetrical" (Boyd et. al., 2005). 100 is a medium sized 
sample and 400 is a larger sample (Boyd et. al., 2005). More than 5% sample 
size is an appreciable proportion of the sample universe (Boyd et. al., 2005). 
Estimated population (academic and non-academic staff) of the four 
universities is not more than 5000. Thus, a minimum sample size of 100 was 
decided for each plant. This makes 4x100=400 as the total minimum sample 
size, which is a large sample. This research used convenience sampling and 
sampled a group of people readily available to the researcher at the time of 
sampling. This was done as the entire list of the population was not available 
to the researcher. Hence, random sampling technique could not be employed 
by the researcher. A quota system was used to select at least 100 employees 
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from each university and to select approximately equal number of employees 
from the academic and non-academic groups respectively. 
4.9.5 Research instrument 
The process of selection of the research instrument, its reliability & validity 
and the data analysis process leading to the research findings Is discussed 
subsequently. 
Since no standard questionnaire was available, a questionnaire has been 
designed to carry out this study. After a detailed literature review constructs 
were identified to study the problem and to develop the questionnaire. Further 
discussions were carried out with subject experts to crystallize the constructs. 
These constructs were used to prepare the questionnaire. The questionnaire 
is divided into two parts. Part A has close ended questions related to general, 
financial, internal process, and HR perspectives on a Likert scale. The type of 
questions that was used in this investigation was close ended questions. 
These types of questions offer advantage. These types of questions force the 
respondents to choose the response from a number of possible replies. By 
restricting the answer set, it is easy to calculate statistical data over the whole 
group or subgroup of participants. 
Part B has questions related to academic aspects and demographic variables. 
The first draft of the questionnaire had 45 close ended questions in part A and 
11 questions in part B. At the time of the pilot study, there were 45 items. The 
items were related to different perspectives- General Perspective, Financial 
Perspective, Internal Process Perspective and Human Resource Perspective. 
With the help of factor analysis, the internal validity of the instrument was 
checked. Items having low factor loadings were removed from the final draft of 
the instrument. As a result, 45 items were reduced to 30 items. The 
instrument is Likert response scale to measure responses on an interval of 1 
to 5 rating from strongly disagree to strongly agree. 
The first draft of the questionnaire was set in English and it was used for pilot 
testing. During the pilot testing the need was felt to have questionnaire in 
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Arabic also, as many non-academicians and some academicians were not 
very mucin comfortable in giving responses in English. After this, the 
questionnaire was translated into Arabic and for final data collection both the 
sets were provided to the respondents. 
Reliability and Validity of the Instrument 
The instrument used in this research has been developed since no standard 
questionnaire was available on the particular area of research. Thus before 
conducting final study, the validity, reliability and generalisation of the 
instrument has been tested and approved. Thus, the instrument was validated 
to apply to the Jordanian universities. Measures of variables should have 
validity and reliability (Cronbach, 1971: Nunally, 1978) in order to draw valid 
references from the research. 
Instrument Validity 
Exploratory Factor Analysis (EFA) was performed on the scale to check 
whether all items load on a single construct. To determine if data are likely to 
factor well, before proceeding with EFA, Kaiser-Meyer-Olkin (KMO) Measure 
of sampling adequacy and Bartlett's Tests of Sphericity were performed. If 
KMO is found to be greater than 0.50, then one can proceed with factor 
analysis (Malhotra,2005). The KMO values was .836, signaling that data was 
suitable for factor analysis. 
Bartlett's Test of Sphericity measures the presence of correlations among the 
variables. It provides the statistic probability that the correlation matrix has 
significant correlation among at least some of variables. Thus, a significant 
Bartlett's Test of Sphericity is required (Malhotra, 2005).Because p=0.000(its 
associative probability is less thanO.05) for the scale, we could proceed with 
factor analysis. 
The variance explained by the initial solution, and extracted components for 
each of the factors are taken out. Some items (seventeen items) showing the 
loading lower than 0.4 are removed from further calculations- F2, 
F4,IP3,IP6, IPS, IP11, H1, H5, H6, H8, H10, H13, H14, H17, H20, H23, and 
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H24. After removing these items, the remaining items were recorded in 
ascending order for each construct. 
Instrument Reliability 
All of the Cronbach Alpha's exceeded limit of 0.7 and therefore suggest that 
the four construct in the scale demonstrate acceptable reliability for survey of 
Jordanian universities. 
Summarized results of Tested Hypotheses: Further, the tested hypotheses 
are summarized in the following table: 
Hypotheses 
Null hypothesis Ho-1: There is no significant difference 
between the public and private universities of Jordan in terms of 
Balance Score Card (BSC). 
Null hypothesis Ho-1 A: There is no significant difference 
between the public and private universities of Jordan in terms of 
General perspectives of Balance Score Card (BSC). 
Null hypothesis Ho-1 B There is no significant difference 
between the public and private universities of Jordan in terms of 
Financial Perspectives. 
Null hypothesis Ho-1 C: There is no significant difference 
between the public and private universities of Jordan in terms of 
Internal Process Perspectives. 
Null hypothesis Ho-1 D: There is no significant difference 










Human Resources Perspectives. 
Null hypothesis Ho-2: There is no significant difference 
between the academician and non-academician in terms of 
Balance Score Card (BSC). 
Null hypothesis Ho-2 A: There is no significant difference 
between the academician and non-academician in terms of 
General Perspejctives. 
Null hypothesis Ho-2 B: There is no significant difference 
between the academician and non-academician in terms of 
Financial Perspectives. 
Null hypothesis Ho-2 C: There is no significant difference 
between the academician and non-academician in terms of 
Internal Process Perspectives. 
Null hypothesis Ho-2 D: There is no significant difference 
between the academician and non-academician in terms of 
Human Resource Perspectives. 
Null hypothesis Ho-3: There is no significant difference 
between the Male and Female in terms of Balance Score Card. 
Null hypothesis Ho-3 A: There is no significant difference 
between the Male and Female in terms of General 
Perspectives. 
Null hypothesis Ho-3 B: There is no significant difference 
between the Male and Female in terms of Financial 
Perspectives. 












1 between the Male and Female in terms of Internal Process 
Perspectives. 
Null hypothesis Ho-3 D: There is no significant difference 
between the Male and Female in terms of Human Resources 
Perspectives. 
Null hypothesis Ho-4: There is no significant difference among 
the experience at present designation in terms of Balance 
Score Card. 
Null hypothesis Ho-4 A: There is no significant difference 
among the experience at present designation in terms of 
General Perspectives. 
Null hypothesis Ho-4 B: There is no significant difference 
among the experience at present designation in terms of 
Financial Perspectives. 
Null hypothesis Ho-4 C: There is no significant difference 
among the experience at present designation in terms of 
Internal Process Perspectives. 
Null hypothesis Ho-4 D: There is no significant difference 
among the experience at present designation in terms of 
Human Resources Perspectives. 
Null hypothesis Ho-5: There is no significant association 
between the financial policy of universities and the sector to 
which they belong. 
Null hypothesis Ho-6: There is no significant association 
between the Average life cycle of facilities and equipments 
offered in the universities the sector to which they belong. 












between averages numbers of papers by academic staff 
published in a year in tine universities the sector to which they 
belong. 
Null hypothesis Ho -8: There is no significant association 
between the percentages of International students enrolled in 
comparison to total number of students in the universities the 
sector to which they belong. 
Null hypothesis Ho-9: There is no significant association 
between the numbers of Conferences/ Seminars/ Workshops 
organized in a year in the universities the sector to which they 
belong. 
Null hypothesis Ho-10: There is no significant association 
between the average numbers of papers by academic staff 
published in ISI journals in a year in the universities the sector 
to which they belong. 
Null hypothesis Ho-11: There is no significant association 
between the average numbers of papers by academic staff 
published in refereed research journals in a year in the 
universities the sector to which they belong. 
Null hypothesis Ho-12: There is no significant association 
between the numbers of online programs offered in the 
universities the sector to which they belong. 
Null hypothesis Ho-13: There is no significant association 
between the communications of the implementation of the 
performance measurement system to the employees of the 
universities the sector to which they belong. 
Null hypothesis Ho-14: There is no significant association 
between the deficiencies of performance measurement system 










Null hypothesis Ho-15: There is no significant association 
between academician and non-academician in ''egard to 
average number of papers by academic staff published in a 
year in the universities the sector to which they belong. 
Accepted 
Null hypothesis Ho-16: There is no significant association 
between academician and non-academician in regard to 
average number of papers by academic staff published in 
refereed research journals per year in the universities the sector 
to which they belong. 
Accepted 
Null hypothesis Ho-17: There is no significant association Accepted 
between academician and non-academician in regard to 
number of online programs offered in the universities the sector 
to which they belong. 
Findings of the Study 
After a comprehensive study of public and private sector universities in Jordan 
with the help of information obtained through questionnaires, the followings 
are the findings of this research work: 
• Most of the students and staff members are not satisfied with the working 
of the Government universities due to the less caring attitude of the 
government. On the other hand most of the studejnts and staff members 
are satisfied with the facilities and infrastructure provided by the private 
universities of Jordan though the private universities are comparatively 
costly for the students. 
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• The internal processing of different procedural work is taking so much 
time to completion in Government universities. Or the other hand private 
universities of Jordan having better processing thus giving more 
satisfaction to theirs students and staff members. 
• Employees are not satisfied regarding their promotion as well as their 
remuneration in Government universities. 
• In government universities, there is little consideration given to vision/ 
mission of the universities. Thus, the financial budgets of the 
department/university are not linked to the department/university's 
qualitative performance. 
• Private sector universities in Jordan are financially sound as compared to 
Government universities. There is lot of procedural delay in sanctioning 
the fund to the specific need in the government universities. Thus, the 
private universities are known for their efficiencies as compared to the 
Government universities of Jordan. 
• The available facilities of the private sector universities in Jordan are 
better than that of Government universities like latest books, journals, 
magazines, communication system, adopting modern means of teaching, 
Electronic mail (e-mail), voice mail, the web, or other technology, human 
resources information system, training etc. 
• There is no performance evaluation of the employees and teachers in 
government universities. On the other hand, in private sector universities, 
the management is so much concerned with the quality education by 
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adopting the performance evaluation method to give incentives to hard 
worl<ing stafl' members. 
• The Government universities in Jordan are providing better opportunities 
to develop or improve the skills than that of private sector universities by 
offering faculty development programs, orientation/ refresher courses in 
academic staff colleges at reasonable cost and by providing the leave 
facilities. On the other hand such kinds of facilities are missing in private 
universities of Jordan. 
" There is no significant difference between the academician and non-
academician of public and private universities of Jordan in terms of 
General Perspectives, Financial Perspectives, Internal Process 
Perspectives and Human Resource Perspectives of Balance Score Card 
(BSC). 
• There is no significant difference betv\/een the Male and Female of public 
and private universities of Jordan in terms of General Perspectives, 
Financial Perspectives, Internal Process Perspectives and Human 
Resource Perspectives of Balance Score Card. 
• There is significant difference among the experience at present 
designation of public and private universities of Jordan in terms of Internal 
Process Perspectives and Human Resource Perspectives of Balance 
Score Card but found to be significant difference in regard to General 
Perspectives and Financial Perspectives of Balance Score Card. 
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• There is significant association between the financial policy of 
universities, Average life cycle of facilities and equipments offered 
average number of papers by academic staff published in a year, 
percentages of International students enrolled in comparison to total 
number of students, deficiencies of performance measurement system in 
the Public and Private sector universities of Jordan. But there is no 
significant association between Conferences/ Seminars/ Workshops 
organized in a year, average number of papers by academic staff 
published in ISI journals, average number of papers by academic staff 
published in refereed research journals, managerial accounting indicators 
used in order to assist the University's assessment of customer (students) 
satisfaction policy, number of online programs offered and communication 
of the implementation of the performance measurement system to the 
employees in a year in the universities of Public and Private sector of 
Jordan. 
• The employees have better preference to work in the Government 
University than private universities of Jordan due to the better 
remuneration and retirement benefits. 
Conclusions 
The present research on the comparative study of Balance Score card in 
government and private universities of Jordan explored many issues in line 
with the objectives set for the study. The present study has focused on many 
dimensions of balance score card in the education system of Jordan. On the 
basis of primary data, a number of aspects of balance score card were 
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analyzed. But still I feel that a multi directional expansion with focus on related 
areas is possible. In the context of limitations of the study, and the experience 
gained during the study, some of the potential areas are identified for future 
researches. Potential areas for research have been identified. On the basis of 
collected information with the help of questionnaires, the data have been 
tested by using suitable statistical tools. The hypotheses which have been 
accepted or rejected have also been summerised in the form of the table. The 
summary of conclusions, findings and recommendations etc. have been given 
in the next chapter along with the scope for further research in this field. 
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Human resource Management is basically related with acquiring and 
sharpening the abilities and skills of the human beings working in any 
organization. The evolution of the Balanced Scorecard idea began with the 
injunction that managers ought to measure more than financial results. Kaplan 
and Norton proposed a matrix with four types of measures: financial, internal 
(process), innovation and learning, and customer. Initial work focused on how 
managers might identify the best measures in each of the four areas and how 
they might communicate them with subordinates. More effective management of 
human resources (HR) increasingly is being seen as positively affecting 
performance in organizations, both large and small. It is evident that the 
transition of HR management has enhanced organizational competitiveness and 
success. 
The BSC provides executives with a comprehensive framework that translates a 
company's vision and strategy into a coherent set of performance measures. 
BSC translates mission and strategy into objectives and measures, organized 
into four different perspectives; financial, customer, internal business process, 
and learning and growth. The scorecard provides a framework, a language, to 
communicate mission and strategy; it uses measurement to inform employees 
about the drivers of current and future success. A lot of people think of 
measurement as a tool to control behavior and to evaluate past performance. 
However the BSC should be used in a different way - to articulate the strategy 
xvi 
of the business, to communicate the strategy of the business, and to help align 
Individual, organizational, and cross-departmental initiatives to achieve a 
common goal. The BSC should be used as a communication, Informing, and 
learning system, not a controlling system. 
University is basically responsible for conducting researches and studies at all 
fields of life and domains of knowledge. University also has an important role in 
the field of public service in society by offering practical services to society on 
the part of teaching staff and students, utilizing its various facilities. The work 
has been undertaken in regard to make a comparative study of government and 
Private universities of Jordan as far as implementation of Balance Scorecard 
approach is concerned. So, researcher has confined his work to study the 
Balance Scorecard approach of Human Resource Management in selected 
government and Private universities of Jordan. In this regard two of the 
government and same number of private universities are selected on the basis 
to carry out the task. The two selected government universities are: (a). The 
University of Jordan. 
(b). Al- Balqa' Applied University (BAU) 
On the other hand, two private universities selected for the study are: 
(a). University of Petra (UOP) 
(b). Al-Ahliyya Amman University 
The various aspects of both. Government and private universities are studied, 
analyzed and compared by collecting the information from employees including 
teaching and non-teaching community to assess both. Right from infrastructure 
to perception of the employees in both types of universities are studied to reach a 
xvii 
particular conclusion. The basic objective of this study is to throw light on the 
evolution, concept, uses and various other aspects of the Balance Scorecard 
Approach of Human Resource Management in the university system. Again, to 
identify the target and goals against which the universities will measure its 
performance like employee's satisfaction, employee's retention, student's 
satisfaction, competitive market share, etc. comparison with suitable statistical 
tools have been made. 
The thesis is consisted of six chapters. Chapter one and two discuss the 
concepts of Human Resource Management and Balanced Scorecard 
respectively. Chapter three gives detailed information about the different 
universities in Jordan. Chapter four consists of various studies carried out on 
human resource management and balanced scorecard which ultimately helps in 
identifying the research gap. This chapter also deals with the research 
methodology. To undertake the study of the various aspects of balanced 
scorecard of private and public universities of Jordanian universities, the 
hypotheses were made to test the significant difference between both types of 
universities with respect to General, Financial, Internal Process, and Human 
Resources Perspectives. In chapter five, which consists of the analysis and 
interpretation these four perspectives were compared on the basis of the sector 
to which university belongs, academician and non-academician, gender, and the 
experience at present designation. To test the difference, the t-Test and ANOVA 
have been used. Again, to test the association between the sectors (Public/ 
Private) to which universities belong and average life cycle of the facilities and 
equipment offered, non- parametric method of testing called Chi- Square has 
been used. After testing the hypotheses, the table has been prepared to get the 
clear and bird's eye view of the analyses of the research work. This research 
work is definitely a source of guidance to other researchers who want to 
contribute something in the field of Balance Scorecard and its application in 
different organization. It is followed by chapter six which discusses the summary 
of conclusions, findings, recommendations, and directions for future research. 
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CHAPTER-1 
CONCEPTUAL FRAMEWORK OF HUMAN RESOURCE MANAGEMENT 
1.1 Introduction 
Human resources play an important role in development and growth of any 
organization and for that matter of any economy. Among al l the factors of 
production only human resources are living being and have unlimited capacity 
and potentials. Such capacity and potentials of human beings can be developed 
for the benefit of organization by applying proper strategies. Human beings arc 
not only active factor of production in itself but it also activates other inactive 
and inert factors of production l ike money materials, machines and methods. 
In this present age of globalization survival and growth of any organization 
depends on the proper development of its human resources. "The human 
resources arc solely responsible for making use of physical and natural 
resources and for transformation of traditional economies into modern and 
industrial economies' "The difference in the level of economic development of 
the countries is largely a reflection of the difference in quality of their human 
resources. The key clement in this proposition is the vales, altitudes, general 
orientation and quality of the people of a country that determine its economic 
development." (Berg, 1950) 
"The term managing human resources encompasses many different ideas. 
Many times the success of an organization, group, or even nation is dependent 
on how well a leader is in managing human resources. Some of the more 
important ideas or characteristics that come to mind are the ability to lead, 
motivate, and encourage teamwork." (Jayme and Kleiner, 2001) 
1.2 Concept of Human Resource management 
More effective management of human resources (MR) increasingly is being seen 
as positively affecting performance in organizations, both large and small. It is 
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evident that the transition of HR management has enhanced organizational 
competitiveness and success. (Flynn, 1997) 
Human resource Management is basically related with acquiring and 
sharpening the abilities and skills of the human beings working in any 
organization. The concept of human resource development has been defined 
-by economists, social activists, industrialists and other academicians in 
different ways and through, different angles. In its broader sense HRM is a 
process of increasing knowledge, skil ls and capacities of all the people in a 
given society. In the context of a nation "HRM is a process by which people 
in various groups are helped to acquired new competence continuously, so as 
to make them more and more self reliant and simultaneously developed a sense 
of pride in their country." In economic sense' HRM means accumulation of 
human capital and its effective utilization for the development of economy. In 
political terms HRM prepares people for active participation in the political 
process and from The social and cultural point of views the development of 
human resources enriches life " As far as industrial organizations are concerned 
(he I HID is three pronged focusing on people viz. "The Human" aspect where 
people are seen as having skills, potential and ability to make changes and 
develop, the "Resource aspect" where individuals arc considered resources 
rather than problems and the "Development aspect". Where there is an 
emphasis on discovery and nurturing of their potentials. (Verma, 1988) 
According to the institute of personnel management (U.K), "Personnel 
management is an integral but distinctive part of management, concerned with 
people at work and their relationship within the enterprise. It seeks to bring 
together into an effective organization the men and women who staff the 
enterprise, enabling each to make his/her best contribution to its success, both 
as a member of a working group and as an individual. It seeks to provide 
relationships within the enterprise that are conductive both to effective work and 
human satisfaction". 
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Scott, Clothier and Spiegel (2004) have defined personnel management as that 
branch of management which is responsible as a staff basis for concentrating on 
those aspects of operations which are primarily concerned with the relationship 
of management to employees and with the development desirable working 
relationship between employees and employers, and effective modeling human 
resources as contrasted with physical resources. 
Northcott (2005) considers human resources management as an extension of 
general management, that of promoting and simulating every employee to make 
his fullest contribution to the purpose of a business". Human resources 
management is not something that could be separated from the basic managerial 
function. It is a major component of the broader managerial function and has 
roots and branches extending throughout and beyond the organization. 
According to French Wendell, "Personnel management is the recruitment, 
selection, development, utilization, compensation and motivation of human 
resources by the organization". 
"One concept which has generated considerable interest among management 
practitioners and researchers since the 1980s is human resource management 
(HRM). HRM is seen as a new approach in managing the workforce. It is argued 
that HRM puts the management of the workforce as a mainstream activity in 
organizations."(Guest, 1987) This enables the integration of the organization's 
HRM practice with its strategy. The HRM concept is seen as offering a more 
integrated approach in the management of the workforce than traditional 
personnel management. 
It has been argued that the practice of HRM should lead to a more effective 
utilization of an organization's workforce and improved performance. It is 
proposed that effective HRM practice enables the utilization of the workforce as 
a source of competitive advantage. (Miller, 1989) However, a number of 
researchers are beginning to question the tenacity of some of the main ideas 
associated with HRM. (Beaumont, 1992) There is concem that in spite of the 
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widespread acceptance of HRM, empirical evidence showing its presence and 
impact on performance is not substantial. (Guest, 1990) 
Despite the widespread use of the term, the definition of HRM remains elusive 
and varied. (Thomason, 1991) Some writers see it as merely a retiling of the 
term "personnel management". (Brewster and Larsen, 1992) Storey's (Gunnigle 
and Flood, 1990) discussion on the definition of HRM best summarizes the 
various meanings given to HRM. He points out that there are four meanings 
frequently attached to HRM. The first is that HRM is simply just another word for 
personnel management and is also used to cover other concepts such as 
employee relations and people management. The second meaning refers to the 
use of specific personnel management techniques in an integrated manner. In 
this definition, HRM is seen as the integrated and coherent use of policies and 
techniques such as selection, performance appraisal, reward and training to 
enhance organizational performance. (Storey and Sisson, 1993) 
The third meaning emphasizes the importance of a business-oriented and 
business- integrated approach in the management of employees. This definition 
emphasizes that the way an organization manages its workforce should match 
the strategy it pursues. The term "strategic HRM" is often used to refer to this 
strategically oriented HRM practice. The fourth definition goes a step further; 
besides the importance of integration with strategy, it also emphasizes the use 
of employee management techniques which seek to develop employee 
commitment to certain desired outcomes. This emphasis on the integration of 
HRM practices and policies with strategy has been described as a paradigm 
shift from a tactical to a strategic orientation. Unlike traditional personnel 
management which is said to be reactive, short-term and focused on 
employees at the lower end of the organizational hierarchy, HRM proactively 
seeks to establish practices and policies which are synergistic across all policy 
areas in an organization. (Legge 1989) The HRM approach requires that 
personnel practices and policies be responsive and adaptive to the needs of the 
organization. (Schuler, 1991) 
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The terms "Human Resources" may be defined as the total knowledge, skills, 
creative abilities, talents and aptitudes of an organization's workforce, as well as 
the values, attitudes, approaches and beliefs of the individuals involved in the 
affairs of the organization. It is the sum total or aggregate of inherent abilities, 
acquired knowledge and skills represented by the talents and aptitudes of the 
persons employed in an organization. 
Several terms have been used by various management thinkers to represent 
human resources. These include 'personnel', 'people at work', 'manpower', 'staff', 
and 'employees'. Whatever may be the term used, the human resources of an 
organization include all individuals engaged in various organizational activities at 
different levels. According to Leon C. Megginson, (2005) "From the national point 
of view, human resources may be defined the knowledge skills, creative abilities, 
talents and aptitudes obtained in the population; where as from the viewpoint of 
the individual enterprise, they represent the total of the inherent abilities, 
acquired knowledge and skills as exemplified in the talents and aptitudes of its 
employees". 
HRM also considers employees as valued strategic resources and not merely a 
cost to the organization. (Hendry and Pettigrew, 1986) In HRM, the proper and 
effective management of employees in an organization is seen as a source of 
competitive advantage. (Kamoche, 1991)Unlike traditional personnel 
management, which sees employees as passive components of an 
organization, HRM views employees as a strategic asset which should be 
nurtured to maximize the potential of employees. (Kamoche, 1991) Storey 
(Storey, 1992) notes that one of the developments emerging in the HRM 
literature in the late 1980s was the concern about addressing what he terms the 
"dilemmas" in the management of human resources. Essentially, this is 
reflected in the shift from the tendency to prescribe the "how to" in managing 
employees to an approach which takes a more contingent view of the form of 
employee management practices considered suitable for organizations. He 
cites the work of Schuler as being among those displaying this shift. Prof. 
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Shanker CS has very rightly observed that "Human Resource Development is 
a development oriented planning efforts in the personnel area which is 
basically concerned with the development of human resources in the 
organization for improving the existing capabilities and acquiring new 
capabilities for achievement of the corporate and individual goals." 
"The Human Resources (HR) function is in an unprecedented position. 
According to some authors, this function has already experienced many 
changes. It has adapted to changes occurring in its operating environment, 
mainly because such changes were slow and, to some extent, foreseeable. The 
opposite seems to be happening currently however; as the speed at which 
change is occurring is very rapid and the course the business world is taking is 
less predictable. 
Therefore, HR managers not only have to make mere adaptations but also face 
organizational transformations. Within such a context, we think survival will only 
be possible for firms who understand that their HR managers have a primary 
and not a secondary role in the strategic decision-making process. From a 
professional point of view, HR managers must gain sufficient relevance within 
the firm's business policy to enable them to face the organizations' increasingly 
difficult challenges with managerial-type decisions." (JGasc', Llopis and 
Gonza'lez, 2004) 
Human Resource Management (HRM) is the function within an organization that 
focuses on recruitment of, management of, and providing direction for the 
people who work in the organization. Human Resource Management can also 
be performed by line managers. 
Human Resource Management is the organizational function that deals with 
issues related to people such as compensation, hiring, performance 
management, organization development, safety, wellness, benefits, employee 
motivation, communication, administration, and training. 
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1.3 Objectives of Human Resources Management (HRM) 
The job of a human resources manager starts from identifying the staffing 
requirement of the company. Human resources manager should make sure 
whether he has to keep full time staffing, hire employees or give contracts. 
Staffing involves advertising to find the right candidates, interviewing and 
negotiating. Once the staffing is done normally the employees pass through a 
period of apprenticeship. It is the duty of the human resources manager to see 
the development of the selected candidates through his training period and 
induce him to the right project. Human resource manager' duty does not end 
here. He has to do routine appraisals and offer promotions and performance 
incentives. To create and utilize and motivate workforce, the following HRM 
goals are required to achieve: 
• To establish and maintain sound organizational structure and desirable 
working relationships among all the members of the organization. 
• To secure the integration of individual or groups within the organization by co-
ordination of the individual and group goals with those of the organization. 
• To create facilities and opportunities for individual or group development so 
as to match it with the growth of the organization. 
• To attain an effective utilization of human resources in the achievement of 
organizational goals. 
• To identify and satisfy individual and group needs by providing adequate and 
equitable wages, incentives, employee benefits and social security and 
measures for challenging work, prestige, recognition, security, status. 
• To maintain high employees morale and sound human relations by sustaining 
and improving the various conditions and facilities. 
• To strengthen and appreciate the human assets continuously by providing 
training and development programs. 
• To consider and contribute to the minimization of socio-economic evils such 
as unemployment, under-employment, inequalities in the distribution of 
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income and wealth and to improve the welfare of the society by providing 
employment opportunities to women and disadvantaged sections of the 
society. 
• To provide an opportunity for expression and voice management. 
• To provide fair, acceptable and efficient leadership. 
• To provide facilities and conditions of work and creation of favorable 
atmosphere for maintaining stability of employment. 
Management has to create conducive environment and provide necessary 
prerequisites for the attainment of the personnel management objectives after 
formulating them. 
Modern organizations are knowledge organizations. In the national and global 
economies, the service sector has become dominant. The number of knowledge 
organizations has t)een growing slowly and gradually. As a result, human 
resources known as "knowledge workers" are employed in such companies. 
Knowledge worker may be defined as one whose entire job is the accumulation, 
transfer, validation, analysis and creation of information. Information leads to 
knowledge which results into wisdom which is ultimately reflected into human 
and organizational excellence. 
According to Maccoby (1988), Knowledge workers are employed and retained 
by knowledge organizations in general and techno service organizations in 
particular. Techno service implies the use of systematic knowledge and 
information communication technology for the benefit of clients and customers. 
Such knowledge Organizations (KOs) are characterized by flat hierarchy, front 
line freedom to make decisions, customer satisfaction and flexible work roles. 
The competence and work values of knowledge workers determine the 
company's work performance to a very high degree than the traditional 
organizations. The managers in KOs are required to perform three important 
roles namely. 
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1. A facilitating role between the top management and knowledge workers. 
2. A mediating role between the clients and the knowledge workers. 
3. An integrating role between the knowledge workers. 
Different competencies and skills are required to perform each role. The 
manager has to apply organizational controls and mobilize the resources to 
perform the first role. To perform the second role, he is required to solve the 
conflicts between knowledge workers and clients. He has to balance the factors 
of time, cost and quality in this respect. The manager must create team spirit 
and manage the innovation process in order to perform the third role effectively 
and efficiently. High-tech and professional knowledge workers generally resist 
organizational controls. Hence, they cannot be given a free rein in the interests 
of the organizations. Their creativity has to be regulated and controlled 
moderately. They have to be creative within the budget and time table that their 
organization can afford. "Pleasing the boss" is not so important for the 
knowledge workers because they are not dependent on their managers for their 
career progress. It is also easier for them to find another job than for the 
manager. Implementation of ideas may give rise to conflict between clients and 
knowledge workers. Knowledge workers are more likely to pursue their own 
specialization and provide solutions according to their familiar techniques. They 
may argue that their job is to provide ideas only. It is the duty of the managers in 
the client system to ensure implementation. 
Sometimes, the clients put pressure in terms of cost and time which may lead to 
compromises in quality and dissatisfaction for the knowledge workers. This 
acute problem is many times felt by software companies. The software user 
community continuously puts the development process under extreme time 
pressure. Then, they are forced to accept product with inferior quality. (Sheth, 
2001) 
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1.4 Developing Human resource Management (HRM) strategy 
Faced with rapid change organizations need to develop a more focused and 
coherent approach to managing people. In just the same way a business 
requires a marketing or information technology strategy it also requires a human 
resource or people strategy. In developing such a strategy two critical questions 
must be addressed. (Barney, Patrick and, Wright, 1998) 
• What kinds of people do you need to manage and run your business to meet 
your strategic business objectives? 
• What people programs and initiatives must be designed and implemented to 
attract, develop and retain staff to compete effectively? 
In order to answer these questions four key dimensions of an organization must 
be addressed. These are: 
• Culture: the beliefs, values, norms and management style of the organization 
• Organization: the structure, job roles and reporting lines of the organization 
• People: the skill levels, staff potential and management capability 
• Human resources systems: the people focused mechanisms which deliver 
the strategy - employee selection, communications, training, rewards, career 
development, etc. 
Frequently in managing the people element of their business senior managers 
will only focus on one or two dimensions and neglect to deal with the others. 
Typically, companies reorganize their structures to free managers from 
bureaucracy and drive for more entrepreneurial flair but then fail to adjust their 
training or reward systems. 
When the desired entrepreneurial behavior does not emerge managers 
frequently look confused at the apparent failure of the changes to deliver results. 
The fact is that seldom can you focus on only one area. What is required is a 
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strategic perspective aimed at identifying the relationship between all four 
dimensions. 
If you require an organization which really values quality and service you not 
only have to retrain staff, you must also review the organization, reward, 
appraisal and communications systems. 
The pay and reward system is a classic problem in this area. Frequently 
organizations have payment systems which are designed around the volume of 
output produced. If you then seek to develop a company which emphasizes the 
product's quality you must change the pay systems. Otherwise you have a 
contradiction between what the chief executive is saying about quality and what 
your payment system is encouraging staff to do. 
There are seven steps to developing a human resource strategy and the active 
involvement of senior line managers should be sought throughout the approach 
1.5 Steps in developing HRM strategy 
For developing the HRM strategy, normally the following steps are involved: 
1.5.1 Step 1: Get the 'big picture' 
Understand your business strategy. 
• Highlight the key driving forces of your business. What are they? E.g. 
technology, distribution, competition, the markets. (Murrell,1965 and, 
Grandjean,1969) 
• What are the implications of the driving forces for the people side of your 
business? 
• What is the fundamental people contribution to bottom line business 
performance? 
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Step 2: Develop a Mission Statement or Statement of Intent that relates to 
the people side of the business. 
Do not be put off by negative reactions to the words or references to idealistic 
statements - it is the actual process of thinking through the issues in a formal 
and explicit manner that is important. 
• What do your people contribute? 
Step 3: Conduct a SWOT analysis of the organization 
Focus on the internal strengths and weaknesses of the people side of the 
business. 
• Consider the current skill and capability issues. 
Vigorously research the external business and market environment. High light 
the opportunities and threats relating to the people side of the business. 
• What impact will/ might they have on business performance? 
• Consider skill shortages? 
• The impact of new technology on staffing levels? 
From this analysis you then need to review the capability of your personnel 
department. Complete a SWOT analysis of the department - consider in detail 
the department's current areas of operation, the service levels and competences 
of your personnel staff. 
Step 4: Conduct a detailed human resources analysis 
Concentrate on the organization's COPS (culture, organization, people, HR 
systems) 
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• Consider: Where you are now? Where do you want to be? 
• What gaps exists between the reality of where you are now and where you 
want to be? 
Exhaust your analysis of the four dimensions. 
Step 5: Determine critical people issues 
Go back to the business strategy and examine it against your SWOT and COPS 
Analysis 
• Identify the critical people issues namely those people issues that you must 
address. Those have a key impact on the delivery of your business strategy. 
• Prioritize the critical people issues. What will happen if you fail to address 
them? 
Remember you are trying to identify where you should be focusing your efforts 
and resources. 
Step 6: Develop consequences and solutions 
For each critical issue highlight the options for managerial action generate, 
elaborate and create - don't go for the obvious. This is an important step as 
frequently people jump for the known rather than challenge existing assumptions 
about the way things have been done in the past. Think about the consequences 
of taking various courses of action. 
Consider the mix of HR systems needed to address the issues. Do you need to 
improve communications, training or pay? 
What are the implications for the business and the personnel function? 
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Once you have worked through the process it should then be possible to 
translate the action plan into broad objectives. These will need to be broken 
down into the specialist HR Systems areas of: 
• Employee training and development 
• Management development 
• Organization development 
• Performance appraisal 
• Employee reward 
• Employee selection and recruitment 
• Manpower planning 
• Communication 
Develop your action plan around the critical issues. Set targets and dates for the 
accomplishment of the key objectives. 
Step 7: Implementation and evaluation of the action plans 
The ultimate purpose of developing a human resource strategy is to ensure that 
the objectives set are mutually supportive so that the reward and payment 
systems are integrated with employee training and career development plans. 
There is very little value or benefit in training people only to then frustrate them 
through a failure to provide ample career and development opportunities.( 
Summers and Summers, 1997) 
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1.6 Significance of Human Resource IVIanagement 
Arthur Lewis observed, "there are great differences in the development between 
countries which seen to have roughly equal resources, so it is necessary to 
enquire into the difference in human behavior". (Arthur, 2005) It is often felt that 
though the exploitation of international aid play prominent role in the growth of 
modern economies, none of these factors is more significant than efficient and 
committed manpower. It is in fact, said that all development comes from the 
human mind. 
Modern organizational setting is characterized by constant change relating to 
environmental factors and human resources. As regards environmental factors, 
we find changes in the operating organization structure, the network of working 
procedures, customs or norms and the economic, political and social patterns in 
which organizations exist. IVIoreover, there is constant change in human 
resources - new individuals are being employed with their new ideas and 
expectations, while the existing work force is constantly changing vis-a-vis ideas, 
attitudes and values. 
This researcher illustrates the general principles by highlighting the different 
types of human resource models, and points out problems that model builders 
should consider when they the develop new models of this type. Here some of 
the basic human resource models are discussed 
1.6.1 Manpower; the process of determining the numbers and types of people 
necessary to accomplish a given task. 
1.6.2 Personnel: the process of managing people, either directly by 
management action or indirectly through incentives that affect behavior, so 
that an appropriate type of person, as defined by the manpower process, 
is available to be "assigned" to a given unit. 
1.6.3 Assignment; the process by matching members of the available pool of 
personnel to specific jobs. 
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1.6.4 Training; the process by which a person who has specific skills or 
attributes is given a new set. 
1.7 Human Resource Management Models 
With the development of the subject matter Human Resource Management, the 
number of models has been developed to deal the HR factor efficiently. These 
models of Human Resource Management are discussed here in brief: 
1.7.1 Manpower Model 
Manpower requirements models are designed to tell the human resource planner 
how many of what types of people are needed to produce given levels of output. 
Models range from large-scale simulation types to statistical models that show 
the numbers and types of people historically used to accomplish a measured 
amount of work. Simulation models tend to explore manning situations beyond 
the range of direct observation. By and large, industrial engineering approaches, 
which emphasize statistical analysis of workload and manpower actually 
employed, have gained broad acceptance as the prime tools for determining 
manpower requirements. (Warner, McCall, and Gotz, 1976) 
1.7.2 Personnel Model 
The traditional feature of military personnel systems is that it has an "in-at-the-
bottom, up-through-the-ranks" structure. These systems are frequently modeled 
as a Markovian process, where movement through the system is determined by 
a set of transitional probabilities.* These probabilities are either explicit policies-
only a specified percentage of a cohort will be allowed to pass to the next year— 
or averages of observed behavior over time. In general application today, 
personnel planners and managers use three kinds of models: steady state, 
dynamic, and transition. (Doralyn Rossmann, 2005) 
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1.7.3 Dynamic Model 
Dynamic model takes a given, non-equilibrium distribution of personnel and 
applies a Markovian process to obtain a new personnel profile for a specific 
period in the future. Thus, though the steady-state/ equilibrium solution is not 
calendar specific, the results of a dynamic model do change from period to 
period. In real-world applications, desirable steady-state policy solutions are 
often rejected when the near-term effects, as determined by applying the policies 
through a dynamic model, are shown to be unacceptable. An example is the 
analysis of alternative retirement systems developed by the President's 
Commission on Military Compensation. The steady-state analysis of alternative 
systems showed the benefits of proposed changes in the retirement rules. But, 
applying the new policies to the existing force, as vi/as done in a dynamic 
analysis, revealed the magnitude of the increases in near-term costs associated 
with the proposals. The proposals were never adopted. 
1.7.4 Transition Models 
Transition models have gained importance recently which is goal-linear 
programming models. They incorporate constraints and objective functions, such 
as manpower requirements and budget ceilings, and are used to help formulate 
personnel policies and monitor progress against goals, budgets, and force levels. 
They are designed to describe the force structure that will come closest to 
satisfying a given set of manpower requirements given existing personnel 
constraints. Such applications are useful in the development of "optimal" 
combinations of policies that deal with a number of real-world constraints 
simultaneously. (Charnes and, 1961) 
1.7.5 Assignment Models 
Manpower models are designed to help personnel planners determine the 
numbers and types of people needed to perform specific tasks. Personnel 
models are used to predict the likely outcomes of changes in a personnel policy. 
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Assignment models, by contrast, are designed to match given individuals with 
given jobs in such a way as to maximize some objective function, subject to a set 
of constraints. As used today, assignment models are employed in the initial 
classification and assignment process, as well as the reassignment of 
individuals. As structured, these models match men and jobs/school seats. They 
often consider the attributes of assignees, their preferences, and the goals of the 
Service. (Charnes and Cooper, 1961) 
It should be noted that these matches are not optimal over time. A specific match 
depends on the time that an individual, billet, or school seat is entered into the 
model, as well as matches performed. The Army recently proposed a multiyear, 
multimillion-dollar program to expand the present personnel 
allocation/assignment system and develop a new one that will more than match 
recruits against the minimum eligibility requirements for job/school seats. Noting 
the sequential nature of the personnel process, the Army wants to expand its 
assignment models to be able also to look ahead and answer such questions as 
these: (a) what is the effect of filling a training seat with a minimally qualified 
volunteer? (b) What is the "cost" of deliberately leaving a training seat empty? 
and (c) What is the probability that a more qualified person will become available 
to fill some specific training seat in the next 24 hours somewhere in the U.S.? 
A work of caution for those who develop assignment models: If such models are 
to be used, they must recognize that their subjects are human, not inanimate, 
and that people intervene in the assignment process. Many technically elegant 
models are never used because they are too mechanistic in their approach. 
Models can help in the assignment process. However, it is not realistic to believe 
that assignments can be made by computer without human intervention. 
1.7.6 Human Resources Capability Model 
The model intends to look at the development needs of people working in the HR 
area with a view to strengthening the capabilities in this area. The Model is 
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therefore a timely and useful initiative.' This model will provide a useful tool in 
shaping future development activities for HR practitioners in the challenging 
times ahead. The Model will be particularly useful to the Services as a tool for 
linking HR more clearly with organizational strategy. 
Figure-1.1 Human Resources Capability Model 
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The Program is practical in its approach and design with a focus on developing 
skills that will give HR people greater ability to be effective in strategic HR roles. 
It helps participants develop the capabilities necessary to understand key 
19 
Chapter-1 Conceptual Framework of Human Resource Management 
business issues in their agencies and how these issues need to drive HR 
services and initiatives. HR people have a unique role in their agencies. Working 
'at large' across the organization means that they have the opportunity to see 
and understand challenges being faced across their agencies and assist their 
agencies in achieving their business outcomes. HR people support the 
Executive, line managers and staff with HR initiatives designed to get the right 
people, with the right skills, in the right place at the right time. 
The HR Capability Model sets out the skills required of highly effective human 
resource people, who effect organizational change, build agency capability and 
strengthen the impact of HR on business outcomes. It can be used by 
• HR people to focus on their development needs. 
• Agencies to assist in defining the skills required when looking for HR people. 
• Agency heads and line managers to see the contribution that HR people can 
make to business outcomes. 
1.7.7 Control Based and Commitment Based HR Model 
"For any social group to perform its tasks efficiently and achieve its common 
objectives, the management of its most important resources - the people - is of 
utmost importance. Recent thinking has moved from the control-based model to 
the compliance model. The soft edge of the latter involves eliciting employee 
commitment and expecting effectiveness and efficiency to follow. The hard edge 
of the latter involves ridding the organisation of unnecessary layers of middle 
management which, when stripped of control functions, have very little by way of 
value added." (Lundy, 1994) 
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sub-division of work; specific job 
responsibility - with accountability ; 
planning separate from implementation 
top-down control and coordination; 
hierarchy; status symbols 
fair day's pay for a fair day's work; job 
evaluation and appraisal; individual 
incentives 
Unionised (damage control, bargaining); 
Non unionised (attitude surveys) 
adversarial 
the boss dictates; management obligated 
to stakeholders 
Commitment-based HRM 
broader jobs; combined planning and 
implementation; teams 
flat structure; shared goals for 
coordination and control; status 
minimized 
reinforcing group achievements; pay 
geared to skill and other contribution 
criteria; profit sharing 
mutual mechanisms for 
communications and participation; 
mechanisms for giving employee voice 
on issues 
mutuality; joint problem-solving and 
planning 
fulfilment of employee's needs is a goal 
rather than an end 
Source: Lundy O (1994) 
1.7.8 Sub-System Model 
A nation with abundance of physical resources will not benefit itself unless 
human resources make use of them. In fact, human resources are solely 
responsible for making use of national resources and for the transformation of 
traditional economies into the modern in industrial economies. Lack of 
organization of human resources is largely responsible for the backwardness of 
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the nation. Countries are underdeveloped because their people are 
underdeveloped. In essence, "the difference in the level of economic 
development of the countries is largely a reflection of the differences in quality of 
their human resources". (Adam, 2003) "The shift from manufacturing to service 
and the increasing pace of technological changes are making human resources 
the ingredient to the nation's well- being and growth. And in a service-oriented 
industry like banks, railways, the quality, quantity and utilization of human 
resources become all the important". {Myrdal, 2006) 
Most of the problems in organizational sections are human and social rather then 
physical, technical or economic. No industry can be rendered efficient so long as 
the basic fact remains un-recognized that it is principally human. It is not a mass 
of machines and technical processes but a magnified nervous system. 
Management of an organization in modern economies is not only complex and 
sophisticated but it is also vital influencing the economic growth of a country. Its 
efficiency determines the property and well being of the people of the nation. 
"Perhaps today there is no other latest activity which is as important and dynamic 
as management - the oldest of arts and newest of profession". One of the 
fundamental areas is the management of human resources. 
Thus, "in the management of four M's - money, materials, machines and men - it 
is needless to labor the obvious point that, considering the nature of man, the 
management of men is not only fundamental but also dynamic and challenging." 
(Rudrabasavaraj, 2005) 
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Figure-1.2 Human Resources as Central Sub System in an Organization 
Source: Rudrabasavaraj M.N. (2005) 
One of the fundamental tasks of management is to manage human resources, in 
the service of the economic objectives of the enterprise. Successful management 
depends not solely, but significantly upon the ability to predict and control human 
behavior among other things, if a company is economically successful, it means 
the management has been able to manage human resources effectively. 
(McGregor, 2004) The human resources are the active force of industrialization, 
and the strategies for development should concentrate on their enhancement. 
Human resources system in an organization is not only unique sub-system but a 
principal and central sub-system and it operates upon and controls all other sub-
systems. Thus, in the words of Weldell French, "Personnel management is a 
major pervasive sub-system of all organization". (Drucker, 2006) 
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Whatever in the environment affects the organization like - economic, social, 
cultural, legal, political, historic, competitors, consumers, etc., as a whole also 
affects the personnel system. The human resources system receives inputs from 
the organization in the form of objectives and it results in individual and 
organizational performance that may be viewed as individual and organizational 
output. Both the personnel system and the entire organizations operate under the 
same cultural, economic, social, legal, political and other constraints. 
Hence, greater the effectiveness and productivity of personnel, the more will be 
the effective functioning of an organization. Drucker (2006) has rightly observed 
the significance of personnel as "managers are found of repeating the truism that 
the only real difference between one organization and other is the performance 
of people. In essence, the survival, development and performance of an 
organization - although not solely but heavily - depend on the quality of 
personnel". 
1.8 Nature of Human Resources Management 
The term Human Resource Management has been understood in different ways 
by different subject experts. It has been summerised below: 
1.8.1 Inherent part of Management 
Human resources management is inherent in the process of management. This 
function is performed by all managers throughout the organization rather than by 
the personnel department only. If a manager is to get the best of his people, he 
must undertake the basic responsibility of selecting people who will work under 
him. Also take interest in training and motivating the employees and of appraising 
their performance for improving their quality. (Memoria and Memoria, 1996) 
1.8.2 Pervasive Function 
Personnel management is a pervasive function of management. It is performed 
by all managers at various levels in the organization. In other words, every 
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manager from managing director to tine foreman is required to perform the 
personnel function on a continuous basis. It is not a responsibility that a manager 
can leave completely to someone else. However, he may secure advice and help 
in managing people from experts who have special competence in personnel 
management and industrial relations. (Coff, 1997) 
1.8.3 Basic to All Functional Areas 
Human Resources Management or Personnel Managemient permeates to all the 
functional areas of management such as production management, financial 
management, and marketing management. That is, every manager from top to 
bottom, working in any department has to perform the personnel functions. 
Though the personnel department is created under the supervision of a person 
designated a "Personnel Manager" or "Human Resources manager", it should not 
be assumed that the other managers are relieved of this responsibility. 
1.8.4 People Centered 
The Human Resources Management is people centered and is relevant in all 
types of organizations. It is concerned with all categories of personnel from top to 
bottom of the organization. The broad classification of personnel in industrial 
enterprise may be as follows: 
• Blue collar workers (i.e. those working on machines and engaged in 
loading, unloading etc.) and white collar workers (i.e. clerical employees). 
• Managerial and non-managerial personnel. 
• Professional (such as Accountant, Company Secretary, lawyer, etc.) and 
non-professional personnel.( Leonard, 1998) 
1.8.5 Personnel Activities or Functions 
Personnel management involves several functions concerned with the 
management of people at work. It includes manpower planning, employment. 
25 
Chapter-1 Conceptual Framework of Human Resource Management 
placement, training, appraisal and compensation of employees. For the 
performance of these activities efficiently, a separate department known as 
Personnel Department is created in most of the organizations. (Barney and 
Wright, 1998) 
1.8.6 Continuous Process 
Personnel management is not a 'one shot' function. It is to be performed 
continuously if the organizational objectives are to be achieved smoothly. To 
quote G.R Terry, "The personnel management requires a constant alertness and 
awareness human relations and their importance in everyday operations". (Terry, 
2005) 
1.8.7 Based on Human Relation 
Personnel management is concerned with the motivation of human resources in 
the organization. The human beings cannot be dealt with the physical factors of 
production. Every person has different needs, perception and expectations. The 
managers should give due attention to these factors. They require human 
relations skills to deal with the people at work. Human relations skills are also 
required in training, performance appraisal, transfer and promotion of 
subordinates. If the personnel function is performed properly, the human 
relations in these organizations will be cordial. (Chhabra, 2007) 
Today in HR manager has emerged as an executive who is important, if not more 
than, as the financial controller or the production manager. His necessitates that 
he has a global vision and a keen foresight and acts as catalyst or organizational 
change. HRM is viewed within a free enterprise world, where the factor markets 
as well as the product market have been liberated. The nature of this relationship 
will depend on the role of the state, the consciousness of the working class. 
Alienation of the workforce, anomie, labor aristocracy and the model of the 
production function will become useful points of reference in any future theories 
.The model above describes HRM as a line function, which facilitates the 
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interaction between the owners of capital and the owners of labor power, so that 
the objective function of the organization is optimized hence there is a need to 
study organizational effectiveness and organizational development.( Gratton, 
1998) 
1.8 Functions of Human Resource Management 
The central focus for HR management must be on contributing to organizational 
success. As Figure 3 depicts, key to enhancing organizational performance is 
ensuring that human resources activities support organ zational efforts focusing 
on productivity, service, and quality. 
Productivity: As measured by the amount of output per employee, continuous 
improvement of productivity has become even more important as global 
competition has increased. The productivity of the human resources in an 
organization is affected significantly by management efforts, programs, and 
systems. 
Quality: The quality of products and services delivered significantly affects 
organizational success over the long term. If an organization gains a reputation 
for providing poor-quality products and services, it reduces its organizational 
growth and performance. An emphasis on quality requires continuous changes 
aimed at improving work processes. That need opens the door for reengineering 
the organizational work done by people. Customer value received and 
satisfaction become the bases for judging success, along with more traditional 
HR measures of performance and efficiency. 
Service: Because people frequently produce the products or services offered by 
an organization, HR management considerations must be included when 
identifying service blockages and redesigning operational processes. Involving all 
employees, not just managers, in problem solving often requires changes in 
corporate culture, leadership styles, and HR policies and practices. 
To accomplish these goals, HR management is composed of several groups of 
interlinked activities. However, the performance of the HR activities must be done 
in the context of the organization, which is represented by the inner rings in 
Figure-3. Additionally, all managers with HR responsibilities must consider 
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external environmental forces—such as legal, political, economic, social, cultural, 
and technological ones—when addressing these activities. These external 
considerations are especially important when HR activities must be managed 
internationally, the HR activities for which a brief overview follows are: 
FJgure-1.3 Human Resource Management Activities 
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1.8.1 HR Planning and Analysis 
HR planning and analysis activities have several facets. Through HR planning, 
managers attempt to anticipate forces that will influence the future supply of and 
demand for employees. Having adequate human resource information systems 
(HRIS) to provide accurate and timely information for HR planning is crucial. The 
importance of human resources in organizational competitiveness must be 
addressed as well. As part of maintaining organizational competitiveness, HR 
analysis and assessment of HR effectiveness must occur. The 
internationalization of organizations has resulted in greater emphasis on global 
HR management. Equal Employment Opportunity Compliance with equal 
employment opportunity (EEO) laws and regulations affects all other HR 
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activities and is integral to HR management. For instance, strategic HR plans 
must ensure sufficient availability of a diversity of individuals to meet affirmative 
action requirements. (Ragburam and Arvey, 1994) 
1.8.2 Staffing 
The aim of staffing is to provide an adequate supply of qualified individuals to fill 
the jobs in an organization. By studying what workers do, job analysis is the 
foundation for the staffing function. From this, job descriptions and job 
specifications can be prepared to recruit applicants for job openings. The 
selection process is concerned with choosing the most qualified individuals to fill 
jobs in the organization. (Summers and Summers, 1997) 
1.8.3 HR Development 
Beginning with the orientation of new employees, HR training and development 
also includes job-skill training. As jobs evolve and change, ongoing retraining is 
necessary to accommodate technological changes. Encouraging development of 
all employees, including supervisors and managers, is necessary to prepare 
organizations for future challenges. Career planning identifies paths and activities 
for individual employees as they develop within the organization. Assessing how 
employees perform their jobs is the focus of performance management. (Duncan, 
Ginterand Swayne, 1998) 
1.8.4 Compensation and Benefits 
Compensation rewards people for performing organizational work through pay, 
incentives, and benefits. Employers must develop and refine their basic wage 
and salary systems. Also, incentive programs such as gain sharing and 
productivity rewards are growing in usage. The rapid increase in the costs of 
benefits, especially health-care benefits, will continue to be a major issue. (Joan 
E. Pynes, 2000) 
1.8.5 Health, Safety, and Security 
The physical and mental health and safety of employees are vital concerns. The 
traditional concern for safety has focused on eliminating accidents and injuries at 
work. Additional concerns are health issues arising from hazardous work with 
certain chemicals and newer technologies. Through a broader focus on health, 
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HR management can assist employees with substance abuse and other 
problems through Employee Assistance Programs (EAP) in order to retain 
otherwise satisfactory employees. Employee wellness programs to promote good 
health and exercise are becoming more widespread. (Sisson, 1993) 
Workplace security has grown in importance, in response to the increasing 
number of acts of workplace violence. HR management must ensure that 
managers and employees can work in a safe environment. (Gillian Flynn, 1997) 
1.8.6 Employee and Labor/Management Relations 
The relationship between managers and their employees must be handled 
effectively if both the employees and the organization are to prosper together. 
Whether or not some of the employees are represented by a union, employee 
rights must be addressed. It is important to develop, communicate, and update 
HR policies and rules so that managers and employees alike know what is 
expected. In some organizations, union/management relations must be 
addressed as well. (Spencer, 1995) 
1.8.7 Performance Appraisal 
Performance Appraisal is a process of systematically evaluating Performance 
and providing feedback upon which Performance Adjustments can be made. 
Similarly, (Nelson, 1991) has defines Performance Appraisal as a comparison of 
actual Performance with expected to asses an employee contribution to the 
organization. Performance appraisal play very important role for overall 
development of human resources. 
"Human Resources Development is the process by Which corporate 
management stimulates the motivation of employees to perform productively 
Performance Appraisal is a part of Performance Management .Performance 
Management may be defined as "Multi-step process of aligning employees' 
work behaviors with the strategy and goals of the organization . It is the 
process of creating a work environment in which people are enable to 
perform to best of their abilities . It is based on the principle of 
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management system by agreement rather than management by command .A 
performance measurement system is a tool for implementing strategic 
planning and achieving continuous improvement at all levels of an 
organization . (Becker & Gerhart, 1996) 
Performance Management essentially consists of Performance planning 
Performance analysis, Performance appraisal, Performance development, 
Performance management audit. 
Performance appraisal is one tool available to successfully manage 
performance management process . Performance Appraisal may be defined 
as "The process by which an employee's contribution to the organization 
during a specified period is assessed ." It is an important strategic 
management tool. 
With the passage of time the role of HR has changed from conventional to 
modern one. The transforming of these functions is given in the figure-4. 
Figure -1.4 Shifts in HR Management 
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1.9 Balanced Scorecard Approach 
The BSC provides executives with a comprehensive framework that translates a 
company's vision and strategy into a coherent set of performance measures. 
BSC translates mission and strategy into objectives and measures, organized 
into four different perspectives; financial, customer, internal business process, 
and learning and growth. The scorecard provides a framework, a language, to 
communicate mission and strategy; it uses measurement to inform employees 
about the drivers of current and future success. A lot of people think of 
measurement as a tool to control behavior and to evaluate past performance. 
However the BSC should be used in a different way - to articulate the strategy of 
the business, to communicate the strategy of the business, and to help align 
individual, organizational, and cross-departmental initiatives to achieve a 
common goal. The BSC should be used as a communication, informing, and 
learning system, not a controlling system. (Kaplan & Norlon, 1996) 
1.10 Human Resource Information Systems (HRIS) 
Computers have simplified the task of analyzing vast amounts of data, and they 
can be invaluable aids in HR management, from payroll processing to record 
retention. With computer hardware, software, and databases, organizations can 
keep records and information better, as well as retrieve them with greater ease. 
A human resource information system (HRIS) is an integrated system designed 
to provide information used in HR decision making. (Wolfe, 1998) 
1.10.1 Uses of an HRIS 
An HRIS has many uses in an organization. The most basic is the automation of 
payroll and benefit active ties. With an HRIS, employees' time records are 
entered into the system, and the appropriate deductions and other individual 
adjustments are reflected in the final paychecks. As a result of HRIS 
development and implementation in many organizations, several payroll 
functions are being transferred from accounting departments to HR departments. 
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Another c o m m o n use of HRIS is EEO/aff i rmat ive act ion t racking. Beyond these 
basic activit ies, many other HR activit ies can be affected by the use of an HRIS. 
Figure-1.5 Uses of a Human Resource information System (HRIS) 
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1.11 Organizational Effectiveness 
Organizational effectiveness is the concept of how effective an organization is In 
achieving the outcomes the organization intends to produce. Even with the best 
management, superior strategy and flawless execution an organization can be 
less successful than it could be. Organizations who understand employees as 
partners stand a much better chance of achieving high organizational 
effectiveness and efficiency. "Organizational effectiveness is about each 
individual doing everything they know how to do and doing it well". The need to 
align people's skills with business goals in an ever more competitive market has 
become a continuous need that needs to be satiated. The best business strategy 
requires the best people strategy. People drive an organization's success. (Smith 
and Marinakis, 1997) 
Effectiveness tends to refer goal-achieving behavior & its result & efficiency 
refers to input-output relationship. It involves many approaches in 
conceptualizing the term "Effectiveness". These approaches can be grouped into 
three: 
• Goal Approach 
• Functional Approach 
• System Resource Approach 
• Organizational Development Approach 
• Balance Scorecard Approach 
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Figure-1.6 Overview of the Evaluation Process for HR 
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1.12 Conclusions 
Human resources play a crucial role in the development process of modern 
economics. With increasing globalization of economy, market palace has 
become increasingly complex, competitive and highly uncertain. It is the difficult 
task to manage the people. The greatest resources of the world are the human 
resources. Without human resources nothing could achieve. Human Resources 
Development is organized learning experiences provided by employers within 
specified time to bring about the possibilities of performance. It is forecasting 
long term work related learning capacity at individual, group and organizational 
level. In order to developed the human resources there is a need not only by 
providing training and development but also there is a need to make a 
performance appraisal and potential appraisal among the workforce and senior 
level human resource too. Therefore the innovative method of human resources 
management and it appraisal are being adapted by mangers from time to time. 
The Balanced Scorecard Method is the one of the latest technique for managing 
the human resource effectively. After going through the concept of Human 
Resource Management in detail, the next concern is to discuss the conceptual 
framework of Balance Score Card. The conceptual framework of Balance Score 
Card is discussed in detail in the next chapter. 
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2.1 Introduction 
The previous chapter dealt with the conceptual framework of the Human 
Resource Management. Various aspects of the Human Resource Management 
were discussed in detail including concepts, approaches, functions and other 
issues. After going through Human Resource Management, it is required to 
discuss the Balance Scorecard approach of Human Resource Management. The 
detailed study of the Balance Scorecard has been discussed in this chapter. 
A balanced scorecard measures performance across multiple areas of an 
organization, all linked directly to the organization's strategy and vision. Rather 
than focus solely on a single factor such as financial earnings, a balanced 
scorecard considers an organization's performance in multiple key strategic and 
operating areas. The linkage of strategy to the organization's operating activities 
is key to the balanced scorecard system.( Kaplan and Norton, 1996) 
The Balanced Scorecard tool is an attempt to deal with these types of issues. It 
was originally designed as a tool for measuring performance that developed into 
a new strategic management control system, which helped implement the 
company's strategy. The aim of the Balanced Scorecard is basically to translate 
the strategy into action. It supplements traditional financial measures with criteria 
that measure performance from three additional perspectives - those of 
customers, internal business processes, and learning and growth. It is also used 
as a system for communication, information and learning. It therefore enables 
companies to track financial results while simultaneously monitoring progress in 
building the capabilities and acquiring the intangible assets they will need for 
future growth. The Balanced Scorecard is not a replacement for financial 
measures; it is their complement (Kaplan & Norton, 1996). Given that companies' 
survival depends on their ability to innovate, they need to have knowledge in 
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order to learn, adjust and make changes. Aas the Japanese management expert 
Nonaka (1991) says; "In a world where the only certainty is uncertainty, the one 
sure source of lasting competitive advantage is knowledge". Thereby, a Balanced 
Scorecard where ideas from the knowledge management theories are taken into 
consideration could provide an even better way to manage those hard to reach 
resources that the organisation possesses, but often has inadequate tools for 
managing. Today, every business is a knowledge business, and almost every 
worker is a knowledge worker (Drucker, 1991). Given the rapid changes and 
advances in most fields, skills and techniques learned more than a decade ago 
are inadequate to compete in today's market. In the face of these challenges, the 
major defense for many organisations is to manage knowledge on a broad basis. 
That is to educate, build an internal knowledge base, pool and deploy the 
knowledge they have, invest in the development of new and proprietary 
knowledge, and put their knowledge to use as effectively as possible (Wiig, 
1995). The Balanced Scorecard - a clearly defined management tool - combined 
with the knowledge of management ideas could be just the right way to do it. 
Accordingly, 
2.2 Evolution of Balance Scorecard 
The Balanced Scorecard is an approach to measurement. The evolution of the 
Balanced Scorecard idea began with the injunction that managers ought to 
measure more than financial results, and proposed a matrix with four types of 
measures: financial, internal (process), innovation and learning, and customer. 
Initial work focused on how managers might identify the best measures in each-
of the four areas and how they might communicate them with subordinates. 
Throughout the history of contemporary management theories starting from the 
ones that were introduced by the intrusion of the mass production in the 
beginning of the 20'^  century and until today, all the gurus of management have 
been trying to find uniform solutions on more efficient allocation and use of very 
limited resources available to businesses. Those paths in seeking the Holy Grail 
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of operational efficiency have brought up several new management theories. 
(Debuske & Crabtree, 2006) 
In the dawn of the century, Frederick W. Taylor (1911) established the very 
concepts of resource allocation in his Principles of Scientific Management. In 
1920's it went around assembly line and motion studies as the first experience 
from systematic mass production had given theorists quite a lot of materials to be 
analyzed from the point of view of using traditional blue-collar employees more 
efficiently.( Taylor, Frank, Gilbrecht and Ford, 1920). In the 1930's, the main topic 
was motivation of employees, as it turned out that human nature does not enable 
to work long hours on a repetitive tasks without frustration level getting so high 
enough to diminish productivity. In the 1940-ies and 1950's, the first statistical 
and linear methods were introduced in trying to measure logistics of the 
operations management and its implications to overall company success in 
financial-analysis side. In the beginning of 1980's, partly because of introduction 
of electronic data processing equipment and quick development of computers, 
the whole array of management techniques were initiated. The particular reasons 
for the vast development of the new theories were catalyzed mainly by ever 
growing competition generated through more systematic use of computers, and 
of course also by rapid growth of the importance of human capital. 
Today's companies are in the midst of a revolutionary transformation. Industrial 
age competition is shifting to information age competition. During the industrial 
age, roughly from 1850 to about 1975, companies succeeded by how well they 
could capture the benefits from economies of scale and scope. (Chandler, 1990) 
Technology mattered, but, ultimately, success accrued to companies that could 
embed the new technology into physical assets that offered efficient, mass 
production of standard products. During the industrial age, the financial control 
systems were developed in major companies to facilitate and monitor efficient 
allocations of financial and physical capital. (Chandler, 1977). A summary 
financial measure such as return-on-capital-employed (ROCE) could both direct 
a company's internal capital to its most productive use and monitor the efficiency 
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by which operating divisions used financial and physical capital to create value 
for shareholders. 
Prior to 1980s many academics and consultants became concerned that too 
much emphasis was being put on financial and accounting measures of 
performance. Management accounting systems had been perfected to produce 
detailed cost breakdowns and extensive variance reports. It was realized that 
these systems were not useful for managing a business under the circumstances 
resulted out of the emergence of global competitive environment during 1980s. 
Product quality, delivery schedules, reliability, after-sales service, customer 
satisfaction became key competitive variables. But none of these were measured 
by the traditional performance measurement systems. 
During 1980s much greater emphasis was given to incorporating non-financial 
performance measures as mentioned above, into the management reporting 
system as they provided feedback on variables that are required to compete 
successfully in a global economic environment. But a proliferation of performance 
measures emerged and has resulted in confusion when some of the measured 
conflicted with each other. 
The need to link financial and non-financial measures of performance and 
identifying key performance measures led to the emergence of "Balanced Score 
Card" approach developed by Norton and Kaplan (1992) in the U.S. The 
Balanced score card is defined as "an approach to the provision of information to 
management to assist strategic policy formulation and achievement. It 
emphasized the need to provide the user with a set of information, which 
addresses all relevant areas of performance in an objective and unbiased 
fashion". 
2.3 Concept of Balance Scorecard 
The balanced scorecard methodology, an outgrowth of prior measurement and 
management methodologies like total quality management (TQM), has existed 
for decades, but it was formalized in the early 1990s by Robert Kaplan and David 
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Norton. (Kaplan, 1998) Kaplan and Norton (1996) not only gave it a formal name 
but also put structure around the way organisations can measure how well they 
are functioning and how to predict future performance. Basically, it's a way to 
map and translate complex business information into something that's 
understandable to everyone. The methodology starts with targets defined by the 
organisation, followed by scorecard measures. These usually include both 
corporate targets and business unit targets, which are then honed into individual 
measures and targets. It's a very flexible approach, designed to be adapted to 
any organisation's needs. And virtually anything can be measured. 
Robert S. Kaplan and David P. Norton (1992) introduced the balanced scorecard 
to the private sector as a methodology for measuring an organization's 
performance beyond profit margins and dividend yields. 
They realized that executives rely on more than financial indicators when making 
decisions, and they concluded that a wider range of performance measures was 
needed to capture the financial and operational performance of an organization. 
They also observed that performance measurement systems often are designed 
to measure specific employee tasks with workload indicators, which can create 
an environment of behavior control rather than creative thinking. The balanced 
scorecard, which measures four dimensions of an organization financial, internal 
business, innovation and learning, and customer, is designed to promote a 
culture that emphasizes strategy development for maximizing the efficiency and 
the effectiveness of service delivery. Although originally designed for the private 
sector, the balanced score card soon found its way into local government. By 
1998 at least twenty-three municipal governments had adopted the balanced 
scorecard because performance in the public sector always has been a 
multidimensional concept (Kathy and Kidwell, 2000). 
However, organizational barriers to this management tool have tended to make it 
an option only for large local governments. These barriers include inadequate 
management sponsorship, organizational resistance to change, lack of employee 
skills, and difficulty in measuring service effectiveness (Ittener, 1998). 
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In 1996, when Charlotte became the first municipality in the United States to 
adopt the balanced scorecard, city officials realized that they had to modify the 
management tool in order to make it fit the public sector (Niven, 2003). 
An overall modification was to align the balanced scorecard with the city's vision 
and strategic themes, ensuring that objectives and measures selected for each of 
the four dimensions would provide feedback on the overall direction of the 
organization. The city also had to modify the four dimensions of the balanced 
scorecard. (Charlotte, 2007) 
To address the customer dimension, the private sector can rely primarily on 
proxy measures that are calculated from sales data. Although proxy or 
administrative measures often are used in the public sector, some local 
governments use citizen surveys to assess service quality directly (Kelly, 2005). 
Charlotte (2007) changed this dimension to "Serve the customer," reflecting the 
city government's proactive organizational culture. It identified a blend of 
administrative and customer-satisfaction indicators to measure six objectives in 
this dimension: "Reduce crime," "Increase the perception of public safety," 
"Strengthen neighborhoods," "Provide transportation choices," "Safeguard the 
environment," and "Promote economic opportunity." An example of an 
administrative indicator is average on-time performance for the transit system, 
which supports the objective of providing transportation choices. An example of a 
customer-satisfaction indicator is the percentage of citizens who report feeling 
safe in neighborhoods, which supports the objective of increasing the perception 
of public safety. The internal business dimension did not require major 
modification. Kaplan and Norton (1996) envisioned that organizations would turn 
to their performance measurement systems to select or develop measures for 
this dimension, which focuses on the efficiency and the effectiveness of 
processes and procedures. Charlotte merely renamed this dimension "Run the 
business." It relies primarily on effectiveness measures to support three 
objectives: "Develop collaborative solutions," "Enhance customer service," and 
"Improve technology efficiencies." For example, the measure of percentage of 
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911 calls answered within thirty seconds was selected as part of the objective of 
enhancing customer service. 
Kaplan and Norton (1996) proposed measures like sales growth, operating 
income, and market share for measuring the financial dimension of the 
organization. Because organizations in the public sector are not profit driven, 
Charlotte broadened this perspective to "Manage resources" and identified four 
objectives: "Maintain its AAA bond rating," "Deliver competitive services," 
"Expand its tax base and revenues," and "Invest in infrastructure." It then 
selected performance measures to track progress toward achieving each 
objective. For example, the city's street-resurfacing cycle as calculated by annual 
funding is used to measure the objective of investing in infrastructure. 
Finally, Charlotte (2007) needed to make substantial modifications in the 
innovation and-learning dimension. Kaplan and Norton designed this dimension 
primarily to capture product development. 
The public sector is more involved in providing labor-intensive services than 
privatization in developing products, and this requires a different philosophical 
approach to measuring innovation and learning. Charlotte renamed the 
dimension "Develop employees" and selected three objectives "Achieve a 
positive employee climate," "Recruit and retain a skilled, diverse workforce," and 
"Promote learning and growth." A key performance measure for tracking 
recruitment and retention is the rate of voluntary turnover. 
Charlotte's (2007) successful experience with modifying, adopting, and 
implementing the balanced scorecard suggests that certain management tools 
designed for the private sector can be used in the public sector. But as with any 
management tool, local governments must be prepared to make further 
modifications to the balanced scorecard during the adoption process in order to 
align it with their individual needs. Also, local governments with experience in 
performance measurement are better candidates for the balanced scorecard, 
because they are more experienced at responding to the complexity of tracking 
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performance within four dimensions that are not mutually exclusive. In other 
words, under standing what the different types of measures are, what service 
aspects they capture, and how they can be used to make decisions helps 
officials place the measures in the appropriate dimension. Organizations need a 
champion of the balanced scorecard to enhance the likelihood of success. The 
city manager of Charlotte embraced that role, believing that the management tool 
would aid in meeting the city's needs for better performance and greater 
accountability. 
However, Charlotte (2007) did not adopt the new management tool simply as 
another way to measure and report performance. It embraced the tool within the 
larger framework of new public management, which was partially being driven by 
the reinventing government movement of the early 1990s. The mayor and the 
council strongly supported this change in organizational philosophy, which 
included cost reduction, innovation, and reduction of hierarchy. 
The balanced scorecard is a strategic planning and management system that is 
used extensively in business and industry, government, and nonprofit 
organizations worldwide to align business activities to the vision and strategy of 
the organization, improve internal and external communications, and monitor 
organization performance against strategic goals. It was originated by Robert 
Kaplan (1996) and David Norton as a performance measurement framework that 
added strategic non-financial performance measures to traditional financial 
metrics to give managers and executives a more 'balanced' view of 
organizational performance. While the phrase balanced scorecard was coined in 
the early 1990s, the roots of the this type of approach are deep, and include the 
pioneering work of General Electric on performance measurement reporting in 
the 1950's and the work of French process engineers (who created the Tableau 
de Bord - literally, a "dashboard" of performance measures) in the early part of 
the 20th century. (Itami, 1996) 
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The Balanced Scorecard has evolved from its early use as a simple performance 
measurement framework to a full strategic planning and management system. 
The "new" balanced scorecard transforms an organization's strategic plan from 
an attractive but passive document into the "marching orders" for the 
organization on a daily basis. It provides a framework that not only provides 
performance measurements, but helps planners identify what should be done 
and measured. It enables executives to truly execute their strategies. 
(Viswesvaran & Schmidt, 1996) 
This new approach to strategic management was first detailed in a series of 
articles and books by Drs. Kaplan and Norton. Recognizing some of the 
weaknesses and vagueness of previous management approaches, the balanced 
scorecard approach provides a clear prescription as to what companies should 
measure in order to 'balance' the financial perspective. The balanced scorecard 
is a management system (not only a measurement system) that enables 
organizations to clarify their vision and strategy and translate them into action. It 
provides feedback around both the internal business processes and external 
outcomes in order to continuously improve strategic performance and results. 
When fully deployed, the balanced scorecard transforms strategic planning from 
an academic exercise into the nerve center of an enterprise. (Otiey, 1999) 
"The balanced scorecard retains traditional financial measures. But financial 
measures tell the story of past events, an adequate story for industrial age 
companies for which investments in long-term capabilities and customer 
relationships were not critical for success. These financial measures are 
inadequate, however, for guiding and evaluating the journey that information age 
companies must make to create future value through investment in customers, 
suppliers, employees, processes, technology, and innovation." (Kaplan and 
Nc.rton, 1996) 
2.4 Features of a Good Balance Scorecard 
A Good Balance Scorecard possesses the following essential feature: 
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• It tells the story of a company's strategy, articulating a sequence of cause and 
effect relationships. 
• It helps to communicate the strategy to all members of the organization by 
translating the strategy into coherent and linked set of understandable and 
measurable operation targets. 
• A balanced score card emphasizes non-financial measures as a part of 
program to achieve future financial performance. 
• The balanced score card limits the number of measures identifying only the 
most critical areas. The purpose is to focus manager's attention on measures 
that most affect the implementation of strategy. 
• The balanced score card highlights less than optimal trade offs that managers 
may make when they fail to consider operational and financial measures 
together. 
2.5 Key Elements of Balance Scorecard Success 
Balanced Scorecard initiatives have a mixed track record. However, when we 
study organizations that have had success, we notice several recurring themes. 
These provide six lessons for success for all balanced scorecard practitioners. 
• Understand that the balanced scorecard is part of a bigger process that starts 
with strategy. The balanced scorecard framework forms one (key) component 
in an integrated business performance management process that revolves 
around business strategy. This process is really a system where the balanced 
scorecard plays a critical role in translating business strategy into measurable 
action. With this in mind, successful BSC organizations define a solid 
business strategy prior to BSC development. While this may appear obvious 
to BSC practitioners, many "war stories" exist about organizations that threw 
themselves into a measurement initiative without spending time on strategy 
first. Generally, the result of these initiatives is sub-optimization with results 
that may or may not support business strategy achievement. When cascaded 
from strategy, the BSC framework provides an important connection between 
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strategic business performance and individual employee performance. In 
addition, the BSC helps close the feedback loop in the business-performance 
management system by providing a means for the business to: monitor and 
actively manage progress towards the achievement of business strategy, 
further explore and understand the cause and effect relationships within the 
business, and manage/change business strategy dynamically based on 
internal insights or shifts in the external operating environment.( Kaplan, and 
Norton, 1995) 
Visible and genuine senior leadership involvement is critical to the success of 
any BSC initiative. That is, you must secure hands-on executive participation 
in the balanced scorecard development, implementation and management. 
Commitment at the top is so important that successful BSC organizations 
treat it as a "show stopper"- focusing on resolving support issues before 
moving forward. The issue of gaining leadership support is the most frequent 
concern faced by new balanced scorecard practitioners. Most BSC journeys 
don't begin with executive support from the start - very frequently, the push for 
a balanced scorecard initiative begins at a grass roots level. The key to 
"selling" the BSC to executives is to take an individualized approach. That is, 
first look for the burning platform or key business improvement opportunity 
that could be addressed by the successful application of a business 
performance management approach like the balanced scorecard. Then, 
complete your BSC research (note: there is information out there that can 
help support your situation!) and build a balanced scorecard business case 
that clearly demonstrates the benefits required to solve your organization's 
critical business issue. Keep at it until the executives in your organization get 
the message.( Hides, Irani, Polychronakis and Shar, 2000) 
A balanced scorecard vision or philosophy is simply a clear statement that 
describes what your BSC will look like, how it will operate, how it will be built, 
and how the organization will use it. When created early in the balanced 
scorecard development process, your BSC vision provides a valuable 
touchstone going forward providing focus and facilitating quick consensus 
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when critical balanced scorecard decisions are required.( Hendricks, Menor 
and Wiedman, 2004) 
Maximize balanced scorecard utilization by fully deploying it at all levels of the 
organization. Successful BSC organizations make their balanced scorecard 
widely available so that everyone can "make strategy their job." Fully 
deploying a balanced scorecard across an organization helps develop 
strategic awareness amongst employees. This is important because 
successful strategy implementation requires the active contribution of every 
employee as they make decisions in their day to day work - decisions that can 
either contribute to or take away from the business strategy. Many business 
leaders voice concern about sharing their business strategy so broadly across 
the organization. Worries include the disclosure of critical strategic 
information to competitors. While these are valid concerns, successful BSC 
organizations know that the benefits of a broad deployment philosophy and in 
building employee satisfaction and loyalty levels far outweigh the risk of 
serious information leaks.( Pandey , 2005) 
To support BSC implementation and its ongoing use, successful BSC 
organizations view communication and education on their business strategy 
and the balanced scorecard as an important internal marketing campaign. As 
a result, few of these organizations use only a single mode of communication 
to do the job. In fact, they use almost every type of communication method 
available, from general communication modes (e.g. large group meetings and 
mass distribution e-mails) to those that are very personalized with customized 
messages (e.g. face to face discussions) to ensure communication success. 
(Pineno, 2007) 
Successful BSC organizations deepen alignment by mirroring their balanced 
scorecard framework and categories in as many business activities as 
possible: reward and recognition programs, individual goal plan formats, 
incentive compensation plan formats, strategic plan categories and format, 
and almost anything else they can think of! They maximize alignment with the 
balanced scorecard until it becomes so integral to the business that it is 
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automatic and embedded in everyday work. (Hendricks, Menor and 
Wiedman, 2004), 
2.6 The four perspectives of Balance Scorecard 
The Balanced Scorecard, according to Kaplan and Norton (1996), consists of 
four perspectives. These are the financial perspective, the Customer perspective, 
the Internal Business Process perspective, and the Learning and Growth 
perspective. These four perspectives provide the framework for the scorecard, 
and measure the performance of a company during the past, present and the 
future. What is done today, in order to prepare for tomorrow, might not yield 
financial results until the future? This repositions the focus of a company from 
traditional short-term operation control, to more progressive long-term control. 
There is no "law" in the Balanced Scorecard that states that a company should 
use all the perspectives described below or that it cannot add an extra 
perspective. On the contrary, companies implementing a Balanced Scorecard 
should consider adapting it to their environment and internal business processes. 
Kaplan & Norton (1997) also recognise that there is sometimes a need for 
changes in the Balanced Scorecard perspectives, but they say that companies 
should consider changes in the scorecard perspectives carefully. They claim that 
there is a risk of wanting to put focus on too many things, and thereby to lose the 
focus on the things that set the basis for competitive advantage. 
To achieve "balance" within the scorecard, the four perspectives need to be 
mutually dependent in order for the effects of different actions not to counteract 
with each other. The purpose of the concept is, as mentioned, to put the 
company's vision and strategy into action, as well as to outline business strategy 
in four different respects, corresponding to the four perspectives (Kaplan & 
Norton, 1996): 
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Figure 2.1 Four Perspectives of Balance Score Card 
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2.6.1 Financial Perspective 
From all the measurement perspectives of a Balanced Scorecard, the financial 
perspective needs to be introduced the least as the main financial measurement 
systems have been analysed during the past years very thoroughly. 
The particular financial peri'ormance measures for any Balanced Scorecard 
should define long-run financial objectives for the organisation. While most of the 
organisations would emphasise profitability objectives, other possibilities may 
also be considered. Businesses with many products in the early stage of their life 
cycle can stress rapid growth objectives, and mature businesses may emphasise 
maximising cash flow. 
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Norton and Kaplan (1992) recommended simplifying the financial perspective 
measurement selection pool to identify first the organisation's stage, which would 
mainly be one of the three: 
• "Rapid growth" organisations - are at the early stages of their life cycle. They 
may have to make considerable investments to develop and enhance new 
products and services, to construct and expand production facilities, to build 
operating capabilities, to invest in systems, infra-structure, and distribution 
networks that will support relationships, and to nurture and develop customer 
relationships. 
• "Sustain" organisations - organisations that still attract investment and 
reinvestment, but are required to earn excellent returns on their invested 
capital. These businesses are expected to maintain their existing market 
share and perhaps grow it somewhat. Investment projects will be more 
directed to relieving bottlenecks, expanding capacity, and enhancing 
continuous improvement. 
• "Harvest" organisations - have reached a mature phase of their life cycle, 
where the company wants to harvest the investments made in the earlier two 
stages. These businesses no longer warrant significant investment - only 
enough to maintain equipment and capabilities, not to expand or build new 
capabilities. Any investment project will have to have very short and definite 
payback periods. The main goal is to maximise cash flow back to the 
organisation. 
The financial objectives for businesses in each of these three stages are quite 
different. Financial objectives in the growth stage will emphasise sales growth; 
sales in new markets and to new customers; sales from new products and 
services; maintaining adequate spending levels for product and process 
development, systems, employee capabilities; and establishment of new 
marketing, sales, and distribution channels. Financial objectives in the sustain 
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stage will emphasise traditional financial measurements, such as return on 
capital employed, operating income, and gross margin. 
Investment projects for businesses in the sustain category will be evaluated by 
standard, discounted cash flow, capital budgeting analyses. Some companies 
will employ newer financial metrics, such as economic value added and 
shareholder value. These metrics all represent the classic financial objective-
earn excellent returns on the capital provided to the business. 
The financial objectives for the harvest businesses will stress cash flow. Any 
investments must have immediate and certain cash paybacks. The goal is not to 
maximise return on investment, which may encourage managers to seek 
additional investment funds based on future return projections. Virtually no 
spending will be done for research or development or on expanding capabilities, 
because of the short time remaining in the economic life of business units in their 
"harvest" phase. 
2.6.2 Customer Perspective 
In the customer perspective of the Balanced Scorecard, managers identify the 
customer and market segments in which the business unit will compete and the 
measures of the business unit's performance in these targeted segments. 
The customer perspective typically includes several generic measures of the 
successful outcomes from a well-formulated and implemented strategy. The 
generic outcome measures include customer satisfaction, customer retention, 
new customer acquisition, customer profitability, and market and account share 
in targeted segments. While these measures may appear to be generic across all 
types of organisations, they should be customised to the targeted customer 
groups from whom the business unit expects its greatest growth and profitability 
to be derived. 
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2.6.2.1 Market and Account Share 
Market share, especially for targeted customer segments, reveals how well a 
company is penetrating a desired market. For example, a company may 
temporarily be meeting sales growth objectives by retaining customers in non-
targeted segments, but not increasing its share in targeted segments. The 
measure of market share with targeted customers would balance a pure financial 
signal (sales) to indicate whether an intended strategy is yielding expected 
results. 
When companies have targeted particular customers or market segments, they 
can also use a second market-share type measure: the account share of those 
customers' business (some refer to this as the share of the "customers' wallet"). 
The overall market share measure based on business with these companies 
could be affected by the total amount of business these companies are offering in 
a given period. That is, the share of business with these targeted customers 
could be decreasing because these customers are offering less business to all 
their suppliers. Companies can measure-customer by customer or segment by 
segment-how much of the customers' and market segments' business they are 
receiving. Such a measure provides a strong focus to the company when trying 
to dominate its targeted customers' purchases of products or services in 
categories that it offers. 
2.6.2.2 Customer Retention 
Clearly, a desirable way for maintaining or increasing market share in targeted 
customer segments is to retain existing customers in those segments. Research 
on the service profit chain has demonstrated the importance of customer 
retention.6 Companies that can readily identify all of their customers-for example, 
industrial companies, distributors and wholesalers, newspaper and magazine 
publishers, computer on-line service companies, banks, credit card companies, 
and long-distance telephone suppliers-can readily measure customer retention 
from period to period. Beyond just retaining customers, many companies will 
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wish to measure customer loyalty by the percentage growth of business with 
existing customers. 
2.6.2.3 Customer Acquisition 
Companies seeking to grow their business will generally have an objective to 
increase their customer base in targeted segments. The customer acquisition 
measure tracks, in absolute or relative terms, the rate at which a business unit 
attracts or wins new customers or business. Customer acquisition could be 
measured by either the number of new customers or the total sales to new 
customers in these segments. Companies such as those in the credit and charge 
card business, magazine subscriptions, cellular telephone service, cable 
television, and banking and other financial services solicit new customers 
through broad, often expensive, marketing efforts. These companies could 
examine the number of customer responses to solicitations and the conversion 
rate-number of actual new customers divided by number of prospective inquiries. 
They could measure solicitation cost per new customer acquired, and the ratio of 
new customer revenues per sales call or per dollar of solicitation expense. 
2.6.2.4 Customer Satisfaction 
Both customer retention and customer acquisition are driven from meeting 
customers' needs. Customer satisfaction measures provide feedback on how 
well the company is doing. The importance of customer satisfaction probably can 
not be over-emphasised. Recent research has indicated that just scoring 
adequately on customer satisfaction is not sufficient for achieving high degrees of 
loyalty, retention, and profitability. Only when customers rate their buying 
experience as completely or extremely satisfying can the company count on their 
repeat purchasing behaviour. (Porter, 1992) 
2.6.2.5 Customer Profitability 
Succeeding in the core customer measures of share, retention, acquisition, and 
satisfaction, however, does not guarantee that the company has profitable 
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customers. Obviously, one way to have extremely satisfied customers (and angry 
competitors) is to sell products and services at very low prices. Since customer 
satisfaction and high market share are themselves only a means to achieving 
higher financial returns, companies will probably wish to measure not just the 
extent of business they do with customers, but the profitability of this business, 
particularly in targeted customer segments. Activity-based cost (ABC) systems 
permit companies to measure individual and aggregate customer profitability. 
Companies should want more than satisfied and happy customers; they should 
want profitable customers. A financial measure, such as customer profitability, 
can help keep customer-focused organisations from becoming customer-
obsessed. 
The customer profitability measure may reveal that certain targeted customers 
are unprofitable. This is particulady likely to occur for newly acquired customers, 
where the considerable sales effort to acquire a new customer has yet to be 
offset from the margins earned by selling products and services to the customer. 
In these cases, lifetime profitability becomes the basis for deciding whether to 
retain or discourage currently unprofitable customers. 
Newly acquired customers can still be valued, even if currently unprofitable, 
because of their growth potential. But unprofitable customers who have been 
with the company for many years will likely require explicit action to cope with 
their incurred losses. (Joseph, 1993) 
2.6.2.6 Beyond the Core: Measuring Customer Value Propositions 
Customers' value propositions represent the attributes that supplying companies 
provide, through their products and services, to create loyalty and satisfaction in 
targeted customer segments. The value proposition is the key concept for 
understanding the drivers of the core measurements of satisfaction, acquisition, 
retention, and market and account share. For example, customers could value 
short lead times and on-time delivery. They could value a constant stream of 
innovative products and services. Or they could value a supplier able to 
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anticipate their needs and capable of developing new products and approaches 
to satisfy those emerging needs. 
While value propositions vary across industries, and across different market 
segments within industries, Kaplan and Norton (1996) have observed a common 
set of attributes that organises the value propositions in all of the industries 




•Image and Reputation 
Product and service attributes encompass the functionality of the product/service, 
its price, and its quality. The image and reputation dimension enables a company 
to pro-actively define itself for its customers. The customer relationship 
dimension includes the delivery of the product/service to the customer, including 
the response and delivery time dimension, and how the customer feels about the 
experience of purchasing from the company. 
In summary, the customer perspective enables business unit managers to 
articulate their unique customer and market-based strategy that will deliver 
superior future financial returns. 
2.6.3 Internal Business Process Perspective 
In the internal business process perspective, executives identify the critical 
internal processes in which the organisation must excel. The critical internal 
business processes enable the business unit to deliver on the value propositions 
of customers in targeted market segments, and satisfy shareholder expectations 
of excellent financial returns. The measures should be focused on the internal 
processes that will have the greatest impact on customer satisfaction and 
achieving the organisation's financial objectives. 
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The internal business process perspective reveals two fundamental differences 
between traditional and the Balanced Scorecard approaches to performance 
measurement. Traditional approaches attempt to monitor and improve existing 
business processes. They may go beyond just financial measures of 
performance by incorporating quality and time-based metrics. But they still focus 
on improving existing processes. The Balanced Scorecard approach, however, 
will usually identify entirely new processes at which the organisation must excel 
to meet customer and financial objectives. The internal business process 
objectives highlight the processes most critical for the organisation's strategy to 
succeed. 
The second departure of the Balanced Scorecard approach is to incorporate 
innovation processes into the internal business process perspective. Traditional 
performance measurement systems focus on the processes of delivering today's 
products and services to today's customers. They attempt to control and improve 
existing operations - the short wave of value creation. But the drivers of long-term 
financial success may require the organisation to create entirely new products 
and services that will meet the emerging needs of current and future customers. 
The innovation process the long-wave of value creations, for many companies, a 
more powerful driver of future financial performance than the short-term 
operating cycle. But managers do not have to choose between these two vital 
internal processes. The internal business process perspective of the Balanced 
Scorecard incorporates objectives and measures for both the long-wave 
innovation cycle as well as the short-wave operations cycle. 
2.6.4 Learning and Growth Perspective 
The fourth Balanced Scorecard perspective, Learning and growth, identifies the 
infrastructure that the organisation must build to create long-term growth and 
improvement. The customer and internal business process perspectives identify 
the factors most critical for current and future success. Businesses are unlikely to 
be able to meet their long-term targets for customers and internal processes 
using today's technologies and capabilities. Also, intense global competition 
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requires that companies continually improve their capabilities for delivering value 
to customers and shareholders. 
Organisational learning and growth come from three principal sources: people, 
systems, and organisational procedures. The financial, customer, and internal 
business process objectives on the Balanced Scorecard v^ ill typically reveal large 
gaps between existing capabilities of people, systems, and procedures and what 
will be required to achieve targets for breal^ through peri'ormance. To close these 
gaps, businesses will have to invest in re-skilling employees, enhancing 
information technology and systems, and aligning organisational procedures and 
routines. These objectives are articulated in the learning and growth perspective 
of the Balanced Scorecard. As in the customer perspective, employee-based 
measures include a mixture of generic outcome measures-employee satisfaction, 
employee retention, employee training, and employee skills-along with specific 
drivers of these generic measures, such as detailed indexes of specific skills 
required for the new competitive environment. Information systems capabilities 
can be measured by real-time availability of accurate customer and internal 
process information to front-line employees. Organisational procedures can 
examine alignment of employee incentives with overall organisational success 
factors, and measured rates of improvement in critical customer-based and 
internal processes. 
2.7 Benefits of Balance Scorecard 
The discussion of whether a company should use a Balanced Scorecard or a 
more traditional financial control system will probably continue for a long time. Ail 
systems have their benefits and disadvantages, and for the Balanced Scorecard, 
Ross (1999) has tried to summarise some of the scorecard's characteristics 
compared to financial control systems. 
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Figure 2.2 A comparison of FCS and BSC 
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Major benefits include increased structure and shared objectives; these often 
lead to greater financial return. It allows organisations to become more functional 
and enabled. For specific programs, a balanced scorecard can raise the profile of 
key projects, which can help with funding and internal support. It's also possible 
to use the strategic map that a balanced scorecard approach creates to help 
guide programs toward success. In addition to measuring the performance of an 
organization, business units or departments within an organization can also use 
a balanced scorecard framework to link strategy to key operating activities and 
performance. (Keeping & Levy, 2000). 
• It's particularly useful for developing performance measures for departments 
that have unique mission and strategic objectives like internal audit. (Libby, 
Salterio & Webb, 2004). 
• Communicating strategic messages. The Balanced Scorecard clarifies 
organisational goals, that is, what the organisation as a whole is expected to 
accomplish, and measures the degree of success in attaining these goals 
(Bergendahl & Dagas, 1997; Olve, 1997). 
• Long-term planning and control is a desirable element for most companies, 
and it is provided for in the Balanced Scorecard, since the scorecard enables 
long-term planning by establishing several future oriented, progressive key 
measures (Bergendahl & Dagas, 1997; Olve, 1997; Sundin, 1998). 
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The ability to focus on non-financial measures, for example measures related 
to customers and processes, generates positive results even in a financial 
perspective. Increased understanding of such "soft" measures is essential in 
order not to neglect customers. Emphasis on other perspectives indirectly 
should result in an increase in corporate profitability (Bergendahl & Dagas, 
1997; Olve, 1997). 
The Scorecard approach has a breadth that enables every single worker to 
identify with one of its components. Moreover, each worker is provided with 
feedback on the contribution he or she makes to the organisation, which 
clarifies how the individual helps the overall business reach the defined 
corporate objectives (Westin & Wetter, 1998; Lindvall, 1997; Bergendahl & 
Dagas, 1997). 
External awareness. By adding a customer and a learning & growth 
perspective, the company shows increased awareness of external 
influences and is better suited to react to its environment (Bjorklund, 
1998). 
A balanced scorecard can assist an internal audit department in proactively 
responding to typical stakeholder question like as how does internal audit 
measure performance? ( Lipe & Salterio, 2002) 
It helps companies focus on what has to be done in order to create a 
breakthrough performance. 
It acts as an integrating device for a variety of corporate programmes. 
It Makes strategy operational by translating it into performance measures and 
targets. (Otiey, 1999). 
It helps break down corporate level measures so that local managers and 
employees can see what they need to do well if they want to improve 
organisational effectiveness. ( Banker, Chang, & Pizzini, 2004) 
It provides a comprehensive view that overturns the traditional idea of the 
organisation as a collection of isolated, independent functions and 
departments. 
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• A balanced-scorecard framework can be an effective tool to link an internal 
audit department's strategies to its performance management system. 
• A balanced scorecard can be useful in responding to questions from key 
stakeholders, such as senior management and the audit committee, 
regarding how the department measures performance and adds value to the 
organization, and in demonstrating alignment of the internal audit 
department's objectives to the organization's key strategies. ( Hopwood, 
1972) 
• A balanced scorecard can assist in focusing department staff on 
performance improvement/quality assurance activities and can also be used 
for benchmarking an internal department to other internal audit departments. 
The strategies and key operating activities selected for a balanced scorecard 
should be specific to the needs or opportunities identified for the internal audit 
department. (Ittner, Larcker & Meyer, 2003) 
• The Balanced Scorecard tool also puts a focus on the importance of 
enhancing the employee- and information-system capabilities as well as 
increasing the employee motivation. This is truly close to the aim with 
knowledge management work. In the Balanced Scorecard these aspects are 
usually measured in the learning and growth perspective. ( Malina, & Selto, 
2001) 
• A system of corporate appraisal which looks at financial and non-financial 
elements from a variety of perspectives. 
• An approach to the provision of information to management to assist strategic 
policy formation and achievement. 
• It provides the user with a set of information which addresses all relevant 
areas of performance in an objective and unbiased fashion. 
• A set of measures that gives top managers a fast but comprehensive view of 
the business. 
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2.8 Criticism of Balance Scorecard 
No model can suit all companies and satisfy all critics, so the Balanced 
Scorecard has also been criticised and questioned. Since implementing a 
Balanced Scorecard is a tough, time-consuming process and also presents some 
of the most common pitfalls to the scorecard's success. 
One aspect where the Balanced Scorecard receives critique is the way the 
measures in the scorecard are determined centrally. This is especially evident 
with the non-financial measures. A company uses non-financial measures to a 
certain degree before implementing a Balanced Scorecard, but these measures 
are mainly active on a local level. They have been developed locally over a long 
period of time and are also used and followed-up on the local level, where they 
have relevance. They might even be specific for a set of employees and 
managers - the ones that have developed the measures. With a Balanced 
Scorecard, the top management decides on a set of non-financial goals on a 
company level that risks being forced on the employees in the organisation 
(Mouritsen, 1996). The old goals were set in a local context and relevant there, 
while the new goals are set in a strategic context and thereby risk losing their 
relevance on the work-floor. The employees will have limited influence over the 
new goals that are set and thereby risk being alienated. 
Another critique, very relevant to this thesis, is the problem to accrue and explain 
the non-financial goals. The financial goals used in traditional accounting and 
management control have been developed over several hundred years. Today, 
we have methods, like the Du-Pont system, of how to explain the meaning of 
different financial goals and how they are linked to each other. For example, a 
return on total assets can be broken down into profit margin and total asset 
turnover. However, the non-financial goals do not have these kinds of reciprocal 
links. Kaplan & Norton claim that the non-financial goals are essential to 
company strategy and that they should eventually be linked to the financial goals. 
The attention the Balanced Scorecard model has received indicates that many 
companies support this idea, but there are still unsolved questions of how to link 
these nonfinancial goals to each other and to financial performance. There is no 
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possibility to test the non-financial measures in a situation where we hold 
everything else constant. For example, what happens when employee or 
customer satisfaction rises? Will profitability increase as a result? Will the 
company increase their turnover? Will our internal processes be more efficient? 
They might, but it is very hard to prove (Mouritsen, 1996). Hence, the lack of 
established connections between non-financial goals is one of the reasons why 
skeptics doubt the Balanced Scorecard. There are also some threats to the 
success of the Balanced Scorecard, or at least issues that must be considered 
and dealt with so that it does not provide future problems for companies 
implementing the Balanced Scorecard. 
• Declining worker participation: If the personnel in an organisation is not 
prepared for, and informed about the process of change, extensive resistance 
toward the project can develop (Strebel, 1996). 
• The lingering dominance of the Financial Perspective. The danger in focusing 
too much on financial factors is that this can restrict focus linked planning 
discussions, and that short-term financial considerations can create a gap 
between strategy development and implementation. (Sundin, 1998; Westin & 
Wetter, 1998). 
• Too many measures - the risk of losing clarity. Defining an overdose of 
measures in the scorecard can make follow-up too complicated. In that case, 
clarity can be lost (Sundin, 1998). 
• Keeping the scorecard alive. Continuous maintenance of the Balanced 
Scorecard is essential. The risks of failure increase dramatically if the 
measures of the scorecard are considered "fixed", or are not constantly 
reviewed. (Kaplan & Norton; 1996, Westin & Wetter, 1998) 
• The time aspect. Change takes time. Even if the creation of the Balanced 
Scorecard might just take a few months, it often takes several years before the 
whole process is established throughout the organisation. Therefore, it is 
important for the management to be patient, and continue to work hard with 
the implementation (Lindvall, 1997). 
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2.9 Balanced Scorecard's Four Strategic Processes 
The Balanced Scorecard links the company's vision and strategy to a number 
of measures, which together function as a framework for strategic 
measurement. Thereby, companies that use the scorecard do not have to rely 
on short-term financial measures as the sole indicators of the company's 
performance. Instead they have the opportunity to introduce four new 
management processes that contribute to linking long-term strategic 
objectives with short-term actions (Kaplan & Norton, 1996a). 
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2.9.1 Translating the Vision 
This first process helps managers build a consensus around the organisaion's 
vision and strategy. The difficulty of this process largely depends on how the 
strategy has been developed. It is easier to translate a vision and strategy if it is 
shared among the employees in the company. The executives developing the 
strategy need input from people throughout the organisation to be able to 
develop a competitive strategy. They need information from the experts within 
the company to help them take the right decisions. For example, the workers on 
the front line are the ones that really understand what customers want, and who 
can execute strategies in a way that will please the customer (Birchard, 1996). 
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2.9.2 Communicating and Linking 
The second process is very vital. It alms at communicating the strategy and 
objectives throughout the organisation and linking the strategy and objectives to 
the departmental and individual goals. This helps the employees to focus their 
efforts on a common goal and work in the same direction. Properly done, this 
should also increase flexibility in the organisation, since the Balanced Scorecard 
helps employees to understand the company's core competencies and its values. 
The Balanced Scorecard therefore gives managers a way of ensuring that all 
levels of the organisation understand the long-term strategy and that both 
departmental and individual goals are aligned with it (Kaplan & Norton, 1996b). 
However, unless a company ties the balanced set of measures to the 
compensation system, it will not be able to use the scorecard as the central 
organising framework for its management systems (Kaplan & Norton, 1996). 
2.9.3 Business Planning 
The third process is the process where the company should integrate its 
business plans with its financial plans. It includes aligning departmental business 
plans to the company strategy. The Balanced Scorecard aims not at reducing the 
creative initiatives from different departments but tries to set balanced measures 
as the basis for allocating resources and setting priorities, so that the 
organisation and its subparts can co-ordinate and under take the initiatives that 
move them toward their long-term strategic objectives. 
2.9.4 Feedback and Learning 
According to Kaplan & Norton (1996a), the fourth process gives the companies 
the capacity for strategic learning. The basis for this is that the company applying 
the Balanced Scorecard can monitor the results from the four perspectives and 
evaluate the strategy in the light of recent performance. Thus, the scorecard 
enables the company to reflect over their situation and thereby provide 
opportunity to adapt or change strategies to fit the current situation. In other 
words, the organisation needs the capacity for double bop learning. This is the 
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kind of learning that occurs when managers question their assumptions and 
reflect on whether the basic values and ideas under which they were operating 
are still consistent with current evidence, observations and experience (Kaplan & 
Norton 1996, Interpreting Argyris, 1982) 
2.10 Steps in Implementation of Balance Scorecard 
One of the possible ways to go through all the steps of construction of 
successfully operating Balanced Scorecard might be shortly described as seen 
on Figure 3 - Creating a Balanced Scorecard. 
• First, members of the organisation would have to identify a vision. Everybody 
in the organisation has to agree upon one single goal where the organisation 
has to be heading. 
• Then organisation's management has to recognise the strategies that will tell 
how to reach the vision. 
• Then the perspectives have to be identified. In some businesses, not 
necessarily all four are relevant. In some areas, additional perspectives need 
to be measured. 
• Financial perspective (how do we look to our shareholders?) 
• Customer's perspective (how do we look to our customers?) 
• Internal business process perspective (what processes do we have to be 
good at?) 
• Learning and growth perspective (how will we sustain our ability to improve 
and change?) 
• Then critical success factors for all the perspectives have to be found out. 
Example: for customers we have to deliver on time, financially we have to be 
cost-efficient, on the development side we have to produce X amount of new 
ideas every week etc. 
• After the critical success factors are in place, they have to be measured 
some how, therefore all the measurement systems have to be figured out. 
66 
Chapter-2 A Conceptual framework of Balance Scorecard Approach 
• The next step is to go through appraisal of the established draft Balanced 
Scorecard to identify whether it would start measuring the right things and 
assist the management to steer the organisation to the right direction. It might 
be advisable to establish a test field to simulate how the Balanced Scorecard 
would start to respond to the actions taken. 
• Based on the preparatory work the detailed action plans should be created 
and proper reporting systems have to be established to start operation of the 
Balanced Scorecard. 
• Finally, it has to be remembered that the Balanced Scorecard is not a 
"finished product". It has to be amended, improved and changed whenever 
there is a need for the organisation to change something in its vision or 
strategic goals. 
It has been explained how to manage the construction of the Balanced 
Scorecard step-by-step. It has to be borne in mind that the actual set-up of a 
particular Balanced Scorecard may vary from organisation to organisation 
because of very close linkages to particular establishment's main functions, 
vision and strategy. For public non-profit organisations, for instance, it would be 
necessary to replace financial part of the section of Balanced Scorecard with 
employee empowerment perspective. Some other organisations may need to 
add additional features to their Balanced Scorecard. 
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Figure 2.4 Steps in Implementation of Balance Scorecard 
1. Identify Vision 
' 
2. Identify Strategies 
' 
3. Identify Perspectives 
^ r 
4. Identify Critical 
Success Factors of the 
Perspectives 
' ' 




7. Create Action Plans 
1 r 
8. Follow up and 
Manage 
Define vision for the organisation/ entity 
Which strategies shall we follow? 
Which areas shall we focus on? 
In which perspectives do we have to be good 
at? 
What do we have to do well to manage in the 
framework of those perspectives? 
What should we measure at each of those 
perspectives? 
How do we evaluate our scorecard? 
Which actions should we undertake to reach 
our targets? 
How do we follow up, update and maintain 
our scorecard? 
Source: Balanced Scorecard institute, 1998-2009 
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2.10 Establishing Strategy by Building up a Balanced Scorecard 
Balance Scorecard relates with the making strategy to implement. It involves the 
number of steps to follow. These steps are as follows: 
2.11.1 Clarifying and Translating the Vision and Strategy 
As each organisation is unique and so follows its own path for building a 
Balanced Scorecard. From the management point of view it is also not 
particularly foreseen - it might be set up using the standard project management 
techniques (preparation-interviews-workshops-implementation-reviews) or be 
managed by a special unit that is coordinating the overall implementation. The 
first task in building up the Balanced Scorecard is clarifying and translating 
company's vision and strategic goals. 
The overall purpose of the strategic management is to find a single priority long-
term goal which would serve as a basis in resource allocation and organisational 
development. According to the Balanced Scorecard methodology, the first item 
that the senior executives of a particular company should consider is the financial 
goal. The executive team may decide whether to head for revenues or market 
growth, profitability or cash flow generation. 
The ABC of the strategic management suggests that there should be a structure 
to strategy development that managers should follow. One systemised possibility 
of strategic management tools is the acronym MOST (Mission, Objectives, 
Strategy and Tactics). First, strategists should choose a mission - a long-term 
purpose for the organisation. Then they should define short- and mid-term 
objectives that will move the organisation on a path towards the mission. A 
strategy can then be developed to achieve the objectives using short-term 
operating decisions, in other words - tactics, to implement the strategy. 
But the process of developing a winning strategy is much more messy, 
experimental, and iterative than those simple models foresee. For example, to 
build up a Balanced Scorecard's customer-perspective, a company's top 
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executives may agree upon providing superior service to its customers. As sucii, 
the vision is quite straightforward and easy to understand for everybody. In 
formulating the customer objective to the Balanced Scorecard, however, it might 
become clear, that each executive has a totally different understanding on A) 
what a superior service is, and B) who are the specific clients that it is going to be 
targeted at. The executives may thereafter decide v\/ho the most desirable 
customer segment to the company is and which area of services it might be 
offered. 
After the organisation has established its financial and customer objectives, it 
then identifies the strategic objectives and measures for its internal business 
processes area. This must be done in close co-operation with middle-level or 
operations managers to ensure that the processes are in line with current 
possibilities of resource allocation. 
The final link to be envisaged is learning and growth perspective, which reveals 
the rationale for investments in training employees, in information technology and 
systems that deal with research and development. (Libby, Salterio, & Webb, 
2004). 
2.11.2 Communicating and Linking Strategic Objectives and IVieasures 
The next task is to inform all levels of the organisation about the initiative of 
establishing the Balanced Scorecard. The communication serves three-fold goal. 
It forwards information to all employees about the critical objectives that must be 
accomplished if an organisation's strategy is to succeed. Second, the employees 
need to analyse what changes need to be made in current management of the 
customer relations, internal business processes, and knowledge management. 
For example, a strategic initiative to reduce product delivery might be translated 
into a Balanced Scorecard objective to reduce set-up times at a specific 
machine, or to a goal for rapid transfer of orders from one process to next, or fully 
entering into just-in-time concept. In this way, local improvement efforts become 
aligned with overall organisational success factors. Thirdly, it encourages 
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dialogue back from business unit to executive teams, not just about the sole 
implementation of the strategy but about the continuous future strategy 
development. 
At the final stage of the communication and linkage process, everybody in the 
organisation should understand the business unit's long-term goals, as well as 
the strategy for achieving these goals. 
The main aim of the communication and linking initiative is to let the middle 
management define their internal business processes. For example: to satisfy the 
goal of increasing the market share by 20 per cent we need to bring x new 
products to the market with a targeted marketing campaign. The second aim is to 
let middle management establish its learning and growth objectives. For 
example: to increase the market share, we have to train our sales people and 
increase productivity by establishing a Research and Development department. 
Throughout communicating and linking phase, it is worth paying attention also to 
the question on how to link salary bonus system or other motivation systems to 
the achievement of goals. It might be recommended that the Balanced Scorecard 
could be used as a single basis for bonus system. For example, sixty per cent of 
bonuses of middle management might be based on financial measures (such as 
profit, return on investment) and the rest of the bonuses might be based on 
customer satisfaction, partner satisfaction or productivity or turnover of its 
subordinates. 
Individuals at business unit level should have formulated local actions that 
contribute to achieving overall company's objectives. 
All the organisational efforts and initiatives should be aligned to the needed 
change processes, as the ideal corporate strategy should be set up bearing in 
mind the principle that every decision has to support the achievement of strategic 
objectives. All other decisions are either wrong or irrelevant. (Marr, & Neely, 
2003) 
71 
Chapter-2 A Conceptual framework of Balance Scorecard Approach 
2.11.3 Planning, Setting Targets and Aligning Strategic Initiatives 
The third management task to do is to drive organisational change. The 
executive team should establish targets for the Balanced Scorecard measures 
that will transform the company. The targets should represent a discontinuity in 
the performance of business units. In other words, the goals to be set have to be 
so-called BHAG-s (big, hairy, audacious goal). One might dream of making his 
brand more popular than Coke, another aspires to create the most lucrative Web 
site in cyberspace. To achieve such ambitions financial or customer or 
trademark objectives, managers must identify stretch targets for their customer, 
internal-business-process, and learning and growth objectives. These targets can 
come from several sources. It is possible to use benchmarking, brainstorming 
etc. 
Once targets are established, managers can align their strategic quality, 
response time and re-engineering initiatives for acheving the breakthrough 
objectives. Thus, the Balanced Scorecard provides the front-end justification, as 
well as focus and integration for continuous improvement, re-engineering, and 
transformation programmes. (Banker, Chang, and Pizzini, 2004) 
To distinct from simple slogans of business re-engineering and other 
management fads, it has to be kept in mind that all those initiatives have to be 
analysed and identified whether they are critical to company's strategic success. 
It is a way of continuous series of cause-and-effect work embodied with the 
Balanced Scorecard; those capabilities eventually have to become translated into 
the overall strategy. Company may have to tackle with a series of serious 
constraints in doing so. 
Many organisations may encounter usual problems that they have established 
vision and strategic objectives but to fulfill them they are unable to find particular 
methods. By using Balanced Scorecard in close connection with budgetary 
process, it can be assured that all the tasks that are necessary to achieve 
objectives will also receive the necessary funding. 
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The Balanced Scorecard also enables a fundamental change in letting the 
organisation to integrate its strategic planning with its annual budgeting process. 
At the time when a business establishes 3-5 year stretch targets for the strategic 
measures, managers may also forecast milestones for each measure during the 
next fiscal year. 
The second possibility is to monthly analyse all the operations and their 
accordance to fulfillment of strategies and responding funding. 
Overall, the initiative should achieve that: 
• Long-term outcomes are quantified; 
• Mechanisms for fulfillment those outcomes are identified and possess the 
necessary financing and 
• Short-term milestones have been set for the financial and non-financial 
measures of the Balanced Scorecard. 
It might be advisable to analyse the possibilities of using various catalytic 
mechanisms to drive performance of the company. (DeBusk, Brown, and 
Killough, 2003), 
2.11.4 Enhancing Strategic Feedback and Learning 
The last management process embeds the Balanced Scorecard in a strategic 
learning framework. This process might be considered the most innovative and 
most important aspect of the entire Balanced Scorecard management process. 
This provides the capability for organisational learning at all levels. Managers in 
organisations today do not have a procedure to receive feedback about their 
strategy and to test the hypotheses on which the strategy is based. The 
Balanced Scorecard enables them to monitor and adjust the implementation of 
their strategy, and, if necessary, to make fundamental changes in the strategy 
itself. (Kaplan and Norton, 1992) 
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One of the main distinctive qualities of the Balanced Scorecard is to give 
constant response about achievement of strategic and short-term objectives. 
Some ten years ago, it was customary to do strategic decisions about once in 
three months. As today's business environment is so rapidly changing, it is 
necessary to take strategic decisions in fact, every day to safeguard the flexibility 
to changes in the market. 
First, it makes possible to rephrase so-called shared vision, where the opinions 
of all the levels of the organisation could be taken account in defining strategic 
goals and methods on achieving those. 
Second, it gives continuous strategic response to the managing team. By 
foreseeing short-term milestones, it might be necessary to amend long-term 
strategy's timeline and contents, as the latter may be either too optimistic or too 
pessimistic. (Crilley and Sharp, 2006) 
Third, it speeds up the process of finding the cause-and-effect relationships 
between different Balanced Scorecard components. For example: working 
morale may have a very strong impact on client satisfaction, which could be 
unknown for the senior management. This in turn may lead to discovery of new 
cause-and-effect relationships. For example: between client satisfaction rate and 
the speediness of submitting invoices. Finding all kinds of correlations definitely 
helps to clarify and improve the content of strategic goals and tactical steps. 
To be more specific, the goal of the process is to establish an ongoing and 
continuous improvement cycle, the first step is the clarification of a shared vision 
that the entire organisation wants to achieve. The use of measurement as a 
language helps translate complex and frequently nebulous concepts into a more 
precise form that can gain consensus among senior executives. The 
communication and alignment process, the second process in the Figure 2, 
mobilises all individuals into actions directed at attaining organisational 
objectives. The emphasis on cause and effect in constructing a scorecard 
introduces dynamic systems thinking. It enables individuals in various parts of an 
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organisation to understand iiow \he pieces fit together, how their role influences 
others and, eventually, the entire organisation. The planning, target setting, and 
strategic initiative process - the third process in the Figure 2 - defines specific, 
quantitative performance goals for the organisation across a balanced set of 
outcomes and performance drivers. A comparison of the desired performance 
goals with current levels establishes the performance gap that strategic initiatives 
can be designed to close. Thus the Balanced Scorecard not only measures, but 
also even fosters change. The first three critical management processes are vital 
for implementing a strategy, but they alone would not be adequate in the real 
world. (Henderson, Young and MittI, 2001) 
Thus, the learning and growth initiative has to be carried out in order to ensure 
continuous improvement. That kind of continuous improvement may remind also 
Deming's so-called Plan-Do-Check-Act cycle. Figure 2.5 - Depicts the Possible 
Steps to go around the Balanced Scorecard: 
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Translating the Vision 
and Strategy 
• Clarifying the vision 
• Gaining concensus 
Communication and Linking 
• Communicating and educating 
• Setting goals 







Strategic feedback and learning 
• Articulating the shared vision 
• Supplying strategic feedback 
• Facilitating strategy review and 
learning 
Planning and Target Setting 
• Setting targets 
• Aligning strategic initiatives 
• Allocating resources 
• Establishing milestones 
Source: Kaplan, Robert S. and Norton, David P, 1996 
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2.11 Testing the Balanced Scorecard 
Introducing the balance Score card Approach involves a systematic preparation 
right from introduction to its implementation. Finally the result obtained can also 
be tested in the following ways: 
2.12.1 Analysing Outcomes and Performance Drivers 
All Balanced Scorecards use certain generic measures. These generic, or core 
outcome, measures reflect the common goals of many strategies, as well as 
similar structures across industries and companies. The generic measures 
include profitability, market share, customer satisfaction, customer retention, and 
employee skills. The drivers of performance are the ones that tend to be unique 
for a particular business unit. The performance drivers reflect the uniqueness of 
the business unit's strategy: the drivers of profitability, the market segments in 
which the unit chooses to compete, the value propositions delivered to customers 
in the targeted market segments, and the particular internal processes and 
learning and growth capabilities that enable the financial and customer objectives 
to be achieved. 
A good Balanced Scorecard should have a mix of core outcome measures and 
performance drivers. Outcome measures without performance drivers do not 
communicate how the outcomes are to be achieved. They also do not provide an 
early indication about whether the strategy is being implemented successfully. 
Conversely, performance drivers (such as cycle times and part-per million defect 
rates) without outcome measures may enable the business unit to achieve short-
term operational improvements, but will fail to reveal whether the operational 
improvements have been translated into expanded business with existing and 
new customers-and, eventually, into enhanced financial performance. A good 
Balanced Scorecard should have an appropriate mix of core outcome measures 
and the performance drivers of these outcomes. (Frederickson, Peffer, and Pratt, 
1999), 
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2.12.2 Analysing Cause and Effect 
A strategy is a set of hypotheses about cause and effect. Cause and effect 
relationships can be expressed by a sequence of if-then statements. For 
example, the organisation can establish a link between improved sales training of 
employees to higher profits through the following sequence of hypotheses. If 
organisation increases employee training about products, then they will become 
more knowledgeable about the full range of products they can sell. If employees 
are more knowledgeable about products, then their sales effectiveness will 
improve. If their sales effectiveness improves, then the average margins of the 
products they sell will increase. 
A properly constructed Scorecard should tell the story of the business unit's 
strategy. The measurement system should make the relationships (hypotheses) 
among objectives (and measures) in the various perspectives explicit so that they 
can be managed and validated. (Lipe, and Salterio, 2000), 
The chain of cause and effect should pervade all four perspectives of a Balanced 
Scorecard. For example, return on capital employed (ROCE) may be an outcome 
measure in the financial perspective. The driver of this financial measure could 
be repeat and expanded sales from existing customers, the result of a high 
degree of loyalty among existing customers. So, customer loyalty gets put on the 
Scorecard (in the Customer perspective) because it is expected to have a strong 
influence on ROCE. How will the organisation achieve customer loyalty? Analysis 
of customer preferences may reveal that on-time delivery (OTD) of orders is 
highly valued by customers. Thus, improved OTD is expected to lead to higher 
customer loyalty which, in turn, is expected to lead to higher financial 
performance. So both customer loyalty and OTD are incorporated into the 
customer perspective of the Scorecard. 
The process continues by asking what internal processes must the company 
excel at to achieve exceptional on-time-delivery. To achieve improved OTD, the 
business may need to achieve short cycle times in operating processes and high-
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quality internal processes, both factors that could be Scorecard measures in the 
internal perspective. And how do organisations improve the quality and reduce 
the cycle times of their internal processes? By training and improving the skills of 
their operating employees, an objective that would be a candidate for the 
learning and growth perspective. 
In a very similar vein, recent work in the service profit chain has emphasised the 
causal relationships among employee satisfaction, customer satisfaction, 
customer loyalty, market share, and, eventually, financial performance. 
2.12.3 Establishing Action Plan for Balance Scorecard 
To implement the Balance Scorecard, an action plan is required. Making action 
plan is not a simple and single thing. In order to get the fruitful results by the use 
of Balance Scorecard, a systematic plan is required. (Balser, & Stern, 1999) 
2.13 Common Problems in Balance Scorecard implementation 
This section will cover the common pitfalls when implementing and working with 
the BSC. The common pitfalls are divided into design failures, process failures 
Technological pitfalls and end up with the Major disadvantages of standard 
spreadsheet documents. 
2.13.1 Design failures 
The design failures are defined as the failures made on the actual design of the 
Balanced Scorecard (Kaplan & Norton, 2001): 
• Too few, too many measures - Failure to obtain a balance between the 
outcomes they are trying to achieve and the performance drivers of those 
outcomes. 
• Incorrect drivers of the desired organizational outcomes. However, even if 
these pitfalls are common, Kaplan and Norton (2001) argue that organizations 
that work intensively with their strategy do not often fall into these kinds of 
pitfalls. 
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2.13.2 Process failures 
The most common causes of implementation failures are poorly organizational 
processes and not design failures. Thus more attention has been paid to them, 
and these causes of implementation failures include the following (Kaplan & 
Norton, 2001): 
• Lack of senior management commitment - Delegation of the BSC-work to a 
middle-management team. Strategy is about doing the right things (senior 
management task) and not about doing things right (middle management 
task). 
• Too few individuals involved - When a single senior executive builds the BSC 
by himself and does not involve the rest of the top management team. 
• Keeping the scorecard on the top - The opposite error of not involving the 
senior executives, is only involving the top management team. The goal is to 
have everyone in the organization understand the strategy and contribute to 
implementing it. 
• Too long a development process, treating the BSC as a onetime event - A too 
long development process is often the result of striving to produce a perfect 
BSC, straight away. The most successful implementation of the balance 
scorecard starts with some measurements missing while the management 
activities based their agenda on the BSC. 
• Treating the balanced score card as a System Project rather than a 
management project - System project: Implementing an IS and dedicating all 
attention to the IS instead of designing an real scorecard based on the 
company strategy, management project, which in turn leads to a higher 
degree of system usage once the management project is completed. This is 
something that is common when external consultants are in charge of the 
BSC implementation. 
• Hiring Inexperienced Consultants - One of the biggest problems when 
implementing the BSC is inexperienced consultants. 
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• Introducing the balance scorecard only for compensation - To skip the 
strategy translation part of the scorecard process and introduce only new 
non-financial measures to their existing incentive compensation plan.(Kaplan, 
& Norton, 1993) 
2.13.3 Technological Problems 
Keith and Manzione (2007) argue that the greatest obstacle to successfully 
implementing the BSC is not the methodology, but the technology platform that 
supports the process. The authors have identified two major technological pitfalls 
(Keith & Manzione, 2007): 
• Low-tech applications - The usage of desktop applications such as 
spreadsheet applications are not standardized within or across business units 
resulting in a multiple use of unsynchronized documents. This leads to 
different performance management processes within business units with 
complicated and time consuming forms and templates to fill out. 
• Robust but inflexible applications - Common in "off the shelf platforms where 
the system is highly scalable but with limited customization abilities. The 
organization becomes forced to live with the systems default terminology 
which can be foreign and confusing if it does not fit the organizational context. 
If the terminology cannot be linked to the strategic reporting system the BSC 
loses its original meaning of strategy diffusion. 
2.14 Conclusions 
From the possible research resources from Internet and major international 
business journals, it was possible to identify that throughout the world has the 
Balanced Scorecard received very warm welcome among numerous very 
prestigious companies. To mention just a fraction of them: Chase Manhattan, 
Hewlett-Packard, IBM, FMC Corporation, Mobil, Shell, Sears, Texaco. The 
number is constantly growing every day. (Kaplan, Robert and Norton, David, 
1996) 
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The Balanced Scorecard is definitely a useful tool to renew an organisation's 
mission and strategic objectives. Multilevel analysis of organisational strategy 
helps to identify possible shortcomings and flaws of existing objectives. 
Second, the Balanced Scorecard has proven its usefulness also as a two-way 
communications tool that enables to pass information more easily to all the 
members of an organisation, as every member's task in formulating the core 
business information is certainly much higher than in the case of centralised 
strategic management systems. At the same time, the Balanced Scorecard 
simplifies the analysis of monthly performance review and compares the results 
of the review with strategic objectives. 
Third, it turns the activities of an organisation much more efficient as its every 
member is more aware and committed to the strategy. In the end, it avoids 
performing many tasks that are not in line with objectives and members start to 
diminish less important assignments that do not contribute to goals. 
As one of negative impacts of the Balanced Scorecard it may be noted slowing 
down of some strategic planning processes, because discussions on so many 
levels of management undoubtedly takes some time. The second problem is 
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Chapter 3 
3.1 Introduction 
The analysis of the conceptual framework of human resource development and 
balance scorecard have been analyzed in detail in the chapter 1 and 2. Now, the 
higher education system, educational policies for higher education in Jordon and 
the universities which are covered in the present study are described with some 
important facts and information. These universities are of national importance. 
The importance of university stems from the fact that it is responsible for 
preparing intellectual, scientific, literacy, artistic and professional leaderships at 
different levels and for all institutions of society and sectors. University is 
basically responsible for conducting researches and studies at all fields of life 
and domains of knowledge. University also has an important role in the field of 
public service in society by offering practical services to society on the part of 
teaching staff and students, utilizing its various facilities. The most prominent 
problems which face Jordanian society are: firstly, the continuous cultural and 
ideological modernization coming from the West and the Palestinians of conflict 
among three ideologies: Islamic, communist and capital. Secondly, the 
continuous scientific and technologies challenge coming from the west and the 
east and the needs of the Jordanian society for the different experiences and 
skills of advanced societies. In this way, the west and the east control the offering 
of advanced appliances and industries to Jordan according to certain conditions. 
Thirdly, the occurrence of social, economic and political problems resulting from 
the rapid progress accompanied by an imbalance between the values and aims 
imposed by the material progress and the host of values and aims polarized the 
interaction of the ideological heritage and society needs. Fourthly, the 
development of new intellectual and faith currents within Jordanian society, one 
of them tries to assert the identity of the Arab-Islamic society, and the other tries 
to borrow the western or eastern solutions resulting from the material progress. 
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Each of them has its philosophy which supports its positions and manner of 
treatment. 
3.2 Policy of Higher Education in Jordan 
The higher education in Jordan is being defined according to the law of higher 
education Act No 28 of the year 1985 as "the Education that is not less than one 
full Academic year after secondary stage". And according to the same Act the 
institution of higher education is defined as the "institution which is conducting 
higher education in Jordan, including universities, higher institutes and the 
community's colleges and institutes." 
3.3 Principles of Educational Policy In Jordan: The principles of Educational 
policy in Jordan are as follows: (www.jordanwatch.net) 
• Guiding the educational system to be in much conformity with the needs of 
the individual and society and to reach balance between them. 
• Providing opportunities to achieve the principles of sustainable education and 
to exploit the types of parallel education in coordination with authorized 
parties. 
• Emphasizing the importance of political education in the educational system, 
consolidating and practicing the principles of participation justice and 
democracy. 
• Guiding the educational process in a way that develops in the citizens' 
personality the ability to analyze, criticize, initiate, create, and have positive 
dialogue and to reinforce the values originating from the Arab, Islamic and 
Humanitarian civilization. 
• Firmly establishing the scientific approach of educational system in regard to 
planning, execution assessment and developing research, assessment and 
prosecution systems. 
• Expanding the types of education in educational institutions to include the 
program of special education and talented students. 
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• Emphasizing the concept of connprehensive experience to include 
professional and technological experience. 
• Emphasizing the fact that education is a mission and a profession which has 
its ethical and professional rules. 
• Guiding the educational system in a way that insures the centralization of 
general planning and the de-centralization of management. 
• Cherishing scientific and social position of the teacher and his/her distinctive 
role in building the human being and society. And 
• Emphasizing the importance of military education and environmental culture. 
3.4 The Means of Implementing the Policy of Higher Education: The ministry 
of higher education was established in 1985 to take up control of the educational, 
cultural, instructional and scientific policy of the government within the scale of 
the institutions of higher education. Its aims are achieved under the regulations of 
higher education 1985 through the following means: (www.fncfcs.com) 
• Integrated scientific planning of higher education in the light of needs of 
society, including the planning for establishing the institutions of higher 
education and determining the type, level and degree of this education. 
• Supporting the autonomy of universities through their council and 
departments and co-ordination between them in different fields. 
• Direct supervision of non university education to prepare well trained human 
powers required for development plans and co-operation with other 
ministries, committees and institutions which have the same tasks. 
• Providing human and technical potentials for the institutions of higher 
education to promote the level of scientific research expand its domains and 
co-ordination, with the co-operation of concerned institutions and 
committees. 
• Holding agreements related to higher education and exchange of information 
with Arab and other countries, and representing Jordan in conferences and 
local and foreign meetings related to higher education. 
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• Organizing the affairs of students, professors, researchers and scientific 
delegates coming to Jordan from other countries in co-operation with 
concerned parties. 
• Organizing the work of the offices of student's services, supervising their 
affairs and evaluating their performance. 
• Preparing studies and projects and offering initiatives in regard to what 
concerns higher education and its development in Jordan. 
3,5 The Public Sector Universities in Jordan: 
The Universities are primarily considered to be responsible for conducting 
research and studies in all areas of knowledge and also life. The universities play 
an important role in public service of the society. Successive Jordanian 
Governments have recommended the establishment of universities and work to 
develop and provide full support to them through directions and orientations of 
His Majesty the late King Hussain. Thus, the first university in Jordan was 
established in 1962 and then many public and private universities were 
established in the kingdom totaling 26 in the year 2007; of them ten are public 
universities and sixteen are private universities, among them four universities are 
specialized in postgraduate studies. The government has issued a series of laws 
concerning higher education and Jordanian universities. The Uniform Code of 
universities Act 29 of 1987 confirmed that the university is a national institution of 
higher education and scientific research that aimed at: firstly, to disseminate 
knowledge, develop and contribute to the progress of human thought. Secondly, 
providing opportunities of university education theoretical and applied to the 
qualified students and researchers. Thirdly, encouraging scientific research and 
development of scientific curriculum, intellectual independence, and personal 
initiative and developing sense of belonging to the nation and the spirit of 
responsibility and teamwork. Fifthly, deepen of the Islamic faith, spiritual, moral 
and also paying care towards Arab civilization and Islamic heritage. Sixthly, 
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providing service to the Jordanian society and its needs and contribute to the 
service of the Arab society. Public Sector Universities in Jordan are listed below: 
• University of Jordan 
• Yarmouk University 
• Mu'tah University 
• Jordan University of Science & Technology 
• Al al-Bayt University 
• The Hashemite University 
• AL-Balqa Applied University 
• AL-Hussein Bin Talal University 
• Al-Tafila technical University 
• German-Jordanian University 
As per the scope of the present study, Public Sector Universities have been 
described as under-
3.5 University of Jordan ( Government) 
The University of Jordan is both a modern as well as old institution of Higher 
Education in Jordan. The University of Jordan is a government-supported 
University located in Amman- Jordan. Founded in 1962, it is the largest and 
oldest university in the hashemite kingdom of Jordan. The university employs 
2700 of faculty staff and has more than 38,000 enrolled students. 
It is located in the Jubaiha area, District of University, Amman. The University of 
Jordan has the highest admission averages in the country and is considered the 
premier university in Jordan and one of the most prestigious in the Arab World. 
3.6.1 Faculties: 
At the undergraduate level, students have the choice to select from among 63 
different programs in the Arts, Business Administration, Science, Shari'a (Islamic 
Studies), Medicine, Nursing, Agriculture, Educational Sciences, Engineering and 
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Technology, Law, Physical Education, Pharmacy, Dentistry, Humanities and 
Social Sciences, Rehabilitation Sciences, Information Technology and, most 
recently. Arts and Design. For those interested in graduate education, the 
University offers 30 doctoral programs, 81 Master's programs, 16 programs in 
Higher Specialization in Medicine, one program in Higher Specialization in 
Dentistry, 3 Professional Diploma Programs, and 6 interdisciplinary Master's 
programs across the wide spectrum of academic disciplines. 
From an international perspective, the University offers 63 international programs 
at the undergraduate level, and 130 international programs at the graduate level 
and in all fields of specializations. In its capacity as a comprehensive teaching, 
research and community-service institution, the University of Jordan enables its 
students to choose from a wide range of programs- more than 3500 different 
courses are offered by some 18 faculties. The University of Jordan is divided into 
the following 18 faculties: 
Faculty of Arts 
Faculty of Business 
Faculty of Science 
Faculty of Shari'a (Islamic Studies) 
Faculty of Medicine 
Faculty of Nursing 
Faculty of Agriculture 
Faculty of Educational Sciences 
Faculty of Engineering & Technology 
Faculty of Law 
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Faculty of Physical Education 
Faculty of Pharmacy 
Faculty of Dentistry 
Faculty of Humanities & Social Sciences 
Faculty of Graduate Studies 
Faculty of Rehabilitation Sciences 
King Abdullah 11 School for Information Technology 
Faculty of Arts and Design 
3.6.2 Mission: 
The University of Jordan's educational mission is based on the following pillars: 
• The provision of quality education at both the undergraduate and graduate 
levels. 
• The adoption of the principle of democracy in the education and decision-
making processes. 
• Interaction among students, with the local community, and at the international 
level, and 
• Support of goal-oriented research, particularly research activities which are in 
line with the national development plans. It has a number of faculties of 
different fields, such as. The Faculties of the university are. Medicine, 
Dentistry, Pharmacy, Nursing, Engineering and Technology, Science, 
Business Administration. Law, Shari'a (Islamic Studies), Humanities and 
Social Sciences, Educational Sciences, Rehabilitation Sciences, Agriculture, 
Physical Education, Arts, Information Technology, Graduate Studies (FGS). 
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The University of Jordan launched its first graduate program after six years of 
its establishment (1968/69). This was an MA program in Educational 
Administration and Guidance, to be followed, three years later, by an MA 
Program in History. The University gathered momentum in the second 
decade of its life; new faculties were established and it started to pay more 
attention to research and graduate studies. This was reflected in launching 
eight new graduate programs in the academic years 1972/73 and 1973/74. To 
administer these graduate programs, the Deanship of Research and 
Graduate Studies, as of 1984 the Faculty of Graduate Studies, was 
established in 1973 with the following aims: 
• To increase human knowledge, 
• To lay foundations for research in the University, 
• To develop students' capabilities in research methodology in all fields, 
• To graduate specialists of high standards to help in national development, 
• To direct studies toward local, regional and Arab problems. The Faculty of 
Graduate Studies admits students from many Arab and foreign countries 
either through the International Graduate Program or through cultural 
exchange programs. 
3.6.3 Infrastructure: 
Many current and former staff members head important academic, 
administrative, and political establishments in the Kingdom; many have served as 
ministers in a number of government cabinets, top advisers to the Jordanian 
leadership, members of Parliament, and presidents of Jordanian public and 
private universities. Among its more than 1086 faculty members are freelance 
writers in the national newspapers and magazines as well as consultants for the 
radio and TV stations, poets, novelists, short-story writers, and literary critics. 
Many have also offered their services to some neighboring Arab and Muslim 
countries, and many teach or have taught at a number of prestigious universities 
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all over the world. Most faculty members are active participants in conferences, 
workshops, and symposia abroad; and most take advantage of the various 
research and exchange awards. Given the global outlook, the progressive 
thinking and diverse background, these faculty members shoulder the 
responsibility of delivering a quality education to the 38,000 students who are 
pursuing a wide variety of undergraduate and graduate programs. 
The Table 3.1 Shows that the academic staff of the University for the Year 2005/ 
2006. It is observed the University of Jordan has the largest rank of academic 
staff of 352 assistant professors, followed by 331 full Professors, 222 associate 
professors, whereas, the other reaming ranks, have the lowest academic staff in 
order, 91 lecturers, 79 teaching and research assistants, and 54 instructors, 
during the academic year 2005/2006. 
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3.6.4 University Library 
The University of Jordan's main Library was established in 1962 and it has been 
endowed with major attention. Providing it with a qualified technical staff and the 
required financial shares, have contributed in establishing it as a pioneer library 
in both the Arab World and the Middle East region. More than 800,000 library 
titles are available in forms of books, periodicals, theses, microfilms besides a 
number of audiovisual materials. The library offers a number of services for the 
university members, the students, the academic and administrative staff as well 
as researchers from outside university and the local community. It opens its 
doors to offer its daily services to visitors range between 5000 and 10000 a day. 
The library has undergone an automation project offering a computerized system 
of acquisition, borrowing and returning books. Through its effort to enhance the 
role of technology in modern libraries, UJ library has activated the project of the 
e-library by allocating certain databases for subject-heading search, thesis 
abstracts search, the UJ educational publishing search including studies, and the 
educational magazines. It has recently undergone a project of providing a full-text 
search for theses defended since 2002. 
By coping with the latest technological events to maintain service in providing all 
kinds of information resources that cover all sorts of disciplines available at the 
faculties of the University of Jordan, we can ensure the easiest and the most 
efficient access to all of the library items. Working on our vision to see the light, 
we have recently signed an agreement with the official Jordanian universities to 
form a Consortium that combines all of the universities libraries under the name 
of "Jordanian Center of Excellence for public University Library Services" located 
at Yarmouk University. The aim of the Consortium is to manage Jordanian 
universities libraries information network and coordinate its services for multi-
economical- purposes (expenditure rationalization, information resource sharing 
and unifying mechanism for library work among the member libraries. Thus was 
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the choice of a new library system namely, Horizon to be installed in the year of 
2006. (www.ju.edu.jo) 
3.7 Ai- Balqa' Applied University (BAU) Government Undertaking: 
Al- Balqa' Applied University (BAU) was founded in 1997, a distinctive state 
university in the field of Bachelor and Associate degree Applied Education, at the 
capacity of 21,246 student distributed into 10,000 at the Bachelor degree 
program and 11,000 at the Associate degree program. 
3.7.1 Students: 21,246 student distributed into 10,000 at the Bachelor degree 
program and 11,000 at the Associate degree program. 
3.7.2 Faculties: To cater the education in different fields the university is 
providing education in the following areas: 
Faculty of Applied Sciences 
Faculty of Engineering 
Faculty of Technological Agriculture 
Faculty of Planning & Management 
Faculty of Graduate Studies & Scientific Research 
Traditional Islamic Arts Institute. 
3.7.3 BAU's University Colleges & Community Colleges: 
Technological Engineering College , Usui Al-Deen University College ,Tafilah 
Applied University College , Princess Rahma University College, Al- Hosun 
University College , Ajloun University College , Princess Alia University College , 
Aqaba University College , Amman University College, Irbid University College , 
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Zarqa University College , Al- Salt College , Karak College , Ma'an College , 
Shobak College and the Royal Jordanian Geographic Center College . 
BAD supervises academically, educationally, technically all the private, military 
and the United Nations International Relief Organization (UNRWA) subsidiary 
community colleges, estimated in (34) college. 
The number of the academic majors in BAU reached (12) majors at Master's 
degree program level, (3) majors at High Diploma degree level, (47) majors at 
Bachelor degree level and (88) majors at the Associate degree level. 
3.7.4 BAU awards academic degrees and certificates: 
Associate, Bachelor, High Diploma and Master's degree certificates. 
3.7.5 BAU's University Colleges & Community Colleges: 
Technological Engineering College, Usui Al-Deen University College, Tafilah 
Applied University College, Princess Rahma University College, Al- Hosun 
University College, Ajloun University College, Princess Alia University College, 
Aqaba University College, Amman University College for Financial & 
Administrative Sciences, Irbid University College, Zarqa University College, Al-
Salt College, Karak College, Ma'an College, Shobak College and the Royal 
Jordanian Geographic Center College. 
BAU supervises academically, educationally, technically the entire private, 
military and the United Nations International Relief Organization (UNRWA) 
subsidiary community Colleges, estimated in (35) College. 
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3.7.6 BAU's Private Community Colleges: 
BAD supervises academically, educationally, technically the entire private, 
military and the United Nations International Relief Organization (UNRWA) 
subsidiary community Colleges, estimated in (35) College. 
3.7.7 The Library: 
The library offers faculty members, staff, students and the local community with 
different sources of information; it works at organizing and filling this material for 
easy and expedient retrieval. The library offers the following services: 
• Lending books. 
• Maintaining books and other sources of information in the library. 
• Conducting studies related to its work. 
• Developing the performance of the staff as well as that of other librarians in 
the local community through training courses. 
• Supporting newly established libraries through book exchanges and 
counseling. 
• Holding book exhibitions on campus and in the local community. 
• The library holds around 24.500 books of which 17.500 are in Arabic and 
7000 are in English. 
• It is also subscribed to 150 scientific periodicals and is home to 50 
complementary periodicals from different sources. 
• It also has around 315 CD ROMs and 1409 disks. 
The library consists of the following Sections: 
• Acquisition Section. 
95 
Chapter-3 A Brief Profile of Jordanian universities 
• Cataloging and Classification Section. 
• Periodicals Section. 
• Circulation Section. 
• Computer Section. 
3.7.8 Achievements: 
The library has held a number of training courses for its employees in the 
different fields that are related to their work, such as classification, filling and 
computer courses. It also trains students on library proper usage, looking up 
resources and so on. Furthermore, it has arrived at a draft of agreement with 
other Jordanian universities to facilitate inter-lending between libraries in order 
to provide faculty members and students with all the resources they need. All 
library services have been computerized to facilitate date search and retrieval. 
The library's new building at an approximate 7000 m^ is still under construction 
and holds many reading halls to provide students with larger halls for reading and 
bigger space for storing books and other sources of information. 
3.7.9 BAU Mission: 
BAU provides the Jordan Market with distinguished highly qualified graduates 
fulfilling the demands of the Jordan Market with experts and professional 
employment accordingly of high standards responds to the exchangeable 
market's needs technically and systematically. 
BAU emphasizes excel value in education through conforming to keep on the 
process of upgrading the type of management and teaching , providing new 
equipment facilities , services , academic standards and proceeding in upgrading 
the quality of graduates and trainees . 
97 
Chapter-3 A Brief Profile of Jordanian universities 
BAU is heading towards the applied education strongly, sustain its attitudes 
towards application heading the advancement and modern changes and coping 
with era and technology prerequisites, the economic and social life fields relevant 
to constant implementation in Education, Vocational and Technical Training 
process in a wide scale guaranteeing an effective participation of the 
stakeholders and the Industrials in developing management, programs and the 
educational progress. 
BAU's academic programs are flexible enough to permit pioneer students to 
admit for Bridging Process from Associate level to Bachelor level. 
3.8 University of Petra (Private) 
University of Petra (UOP) is a private institution established in 1991 under the 
name of Jordan University for Women (JUW). At that time, JUW was established 
to serve the female community of Jordan and the region. In 1999, the strategic 
approach of the University changed to serve both genders of Jordan and the 
region, and therefore the name has changed to UOP. UOP offers B.Sc. 
programs in the fields of Humanities, Sciences, Information Technology, 
Management and Finance, Pharmacy, Nutrition, Architecture and Interior and 
Graphic Design. In addition, UOP now offers Master's programs in Pharmacy and 
English Language Translation with more programs are currently being planned. 
Since its establishment, UOP endeavored to become a modern educational 
institution in the region, equipped with notable academic and educational 
capabilities. The University grants a number of Ph.D. scholarships annually to the 
distinguished graduates, these awards cover both tuition fees and living 
expenses. The University also provides a number of grants and financial 
incentives to its distinguished students and to those who are in need. 
UOP is keen to adopt quality assurance schemes to assure the quality of its 
provisions. This is reflected in its participation with the HFE's SPQA program and 
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the work of this report to embrace QA measures at the institutional level. In 
addition, the accountant program has already participated in the HFE review 
program during 2006. Currently, the computer science program is participating in 
the HFE review program due in April 2007. Both English language and literature 
program and the financial science program are also going to participate in this 
year round of HFE subject review (October 2007), while the pharmacy program is 
scheduled to participate in next year's round. 
3.8.1 Campus and Facilities: 
UOP carries the name and the logo of the most important historical cities of the 
world usually called the "rose-red city". However, the University is located near 
the center of Amman, the capital of Jordan, 7 km south of the 7th circle off the 
airport road. The campus is compact with ail facilities within easy walking 
distance. It includes teaching facilities, administrative areas, theaters, a library, a 
computer center, a clinic, a bank, a mini-supermarket, a restaurant, and a 
bookstore. These are all grouped in the heart of the campus creating a strong 
sense of social and academic community. The university's green-field squares 
contribute to a general feeling of peace and calm. The University is also 
equipped with a multipurpose sport complex to provide worid-class sports 
facilities, to be used by professional sports teams as well as students and staff. 
This is in addition to a basketball, volleyball, tennis, and two soccer fields. 
International female students are offered on-campus accommodation at the 
university dormitories for their first year of study. 
Staffed by qualified nurses and physicians, the on-campus clinic provides free 
medical, pharmacy and ambulance services. In addition, a health insurance 
program for all students and staff is available. 
3.8.2 Students Profile: 
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Students are assisted to adapt to University life and culture by the Deanship of 
Students Affairs (DSA) and tine academic advisor. At the start of each academic 
year, DSA organizes an orientation program for new students, in which seniors, 
starting with the University's President, address them. They are provided with 
information on UOP rules and regulations and introduced to facilities therein. The 
University has a student union, which plays a vital role in helping students to 
adjust to, and be involved in, university activities. UOP provides transportation 
services for students for a nominal fee. The University also provides health 
insurance to all students. 
Distribution of enrolled students per faculty 2006/2007: 




Arts and Sciences 
Architecture and Fine Arts 
Admin. & Fin. Sciences 

















The University of Petra's Library is at the forefront of the campus and opens 
during morning and evening term programs. It has a total area of 5185 square 
meters. There is seating for over 1500 readers and it is equipped with about 250 
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PCs, computer workstations and laptop docking points. It has a stock of about 
60,000 reference books, around 340 periodicals and subscribes to EBSCO (on-
line journal data base) for more journal titles. Further details can be found in 
Appendix A: Library Holding In addition to the library services, UOP ensures that 
each faculty and department has its own learning resources to enable the 
students to make the best use of skills and capabilities. Appendix B: A list of labs 
around the campus. Lists of 75 labs covering all faculties and departments which 
require such resources. 
The university enjoys a state of the art ICT infrastructure. The university is served 
by a fast LAN network with high speed routers, fiber optic and wireless 
connections in certain designated areas. The network is served with the latest 
blade servers located at the computer center. There are around 1175 PCs on 
campus and more than 150 printers to serve staff and students. The university 
has agreements with a number of leading software vendors to avail software 
packages for teaching purposes. There are around 25 classrooms that are 
equipped with data shows and internet connections to enrich content delivery. All 
computers have access to Internet via the university's wide band internet 
connection through a leased line at a speed of 4Mb/sec. The computer center 
provides a learning managing system (LMS) named Blackboard and Share Point 
Portals (both planned to be operational in the near future), and on-line access to 
student records (for academic guidance purposes). The computer center also 
acts as the university's webmaster and offers programming services to certain 
projects. 
3.8.4 Vision: 
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3.8.4.1 Universities Purpose: 
We aim to play a significant role in the progress of our nation through creating 
and disseminating knowledge & technology and preparing graduates who can 
contribute positively towards their communities. 
3.8.4.2 Universities Business: 
Our mission is to create an academic, cultural and social environment that 
develops research opportunities; builds-up the competence of our members; 
provides active community service, and prepares our students to be capable of 
creative and critical thinking and life long learning, and are able to compete in the 
marketplace. 
3.8.4.3 Universities Values: 
In conducting our work, we are guided by the following values: 
Pursue knowledge for the sake of knowledge. 
Equal opportunities to learn and excel. 
Respect for others' opinions. 
Motivate members for life long learning. 
Diversity is the essence of our existence. 
Encourage teamwork and collaboration. 
Treasure creativity and achievements. 
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• Advocate intellectual freedom. 
• Committed to social justice and social responsibility. 
• Dedicated to leadership and accountability. 
3.8.4.4 Goals 
In fulfilling our mission, it seeks to: 
• (Governance): Maintain a responsible, accountable and caring leadership 
and governance that is strategically oriented to lead the university to fulfill its 
vision and mission optimize the usage of its resources, and sustain its 
existence. 
• (Academic environment & resources): Establish a vibrant scientific 
environment by providing adequate resources and infrastructure for 
teaching, learning and the creation and dissemination of knowledge and 
technology. 
• (Cultural environment): Promote intellectual work, creative thinking, freedom 
of speech, and communal dialog to establish a rich cultural environment that 
positively contributes to the well-being of the nation. 
• (Social environment): Build a happy caring society within the university, with 
a joyful atmosphere and pleasant working conditions, where members of the 
university can enjoy performing and contribute positively to their full 
potential. 
• (Quality education: programs, teaching, learning & progression): Provide 
and promote quality education with suitable variety of well-reviewed 
programs to turn out graduates of outstanding academic caliber, who are 
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capable of life long learning, creative and critical thinking and who can 
successfully progress into further education and market careers. 
• (Build-up competence): Create opportunities, programs and incentives that 
allow university staff members to improve their skills, expertise and 
proficiency and be promoted. 
• (Research & outreach): Avail funds and resources, bridge to the outside 
world and encourage innovation and novelty to create opportunities of 
scientific research, novel discoveries, technology transfer, and active 
participations in conferences and conventions. 
• (Community service): Support various scholar and non-scholar initiatives 
directed to assess and enrich the socio-economical aspects of the local 
community and the region. 
3.9 Al-Ahliyaa Amman University (Private) 
Al-Ahliyya Amman University is a university located in Amman, Jordan. It is the 
leading private university in Jordan. Al Ahliya Amman University is the first 
privately funded and managed university to be established in Jordan. Since its 
founding year in 1990, this university has set a role model for launching many 
other privately owned universities in Jordan and in the Middle East. The Faculty 
of Information Technology was established in 2001 as a new independent entity 
of Al-Ahliya Amman University and a regional centre to offer a new breed of 
academic programs to the local and regional IT community. The faculty currently 
offers a Bachelor of Science in Computer Science as well as Bachelor of Science 
in Computer Information Systems. 
It is active in the field of private higher education. AU is fully accredited by the 
Jordanian Council of Higher Education, the only accrediting authority in Jordan. 
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AU enjoys wide Arab and international recognition, and it is an active member of 
the Association of Arab Universities. 
We believe you have come to the right place, whether you are a student seeking 
good education, or a faculty member considering a challenging teaching job, or a 
parent seeking university placement for his or her beloved children. In addition to 
a healthy and challenging academic atmosphere, we care much to provide for 
developing within our students a high sense of social and cultural commitments. 
We are proud of our modern educational facilities and our teaching staff. We 
invite you to share with us the experience of a truly productive and challenging 
campus community life. 
3.9.1 Faculties: These are the seven academic faculties in which the university 
is divided into: 
Faculty of Engineering 
Faculty of Nursing 
Faculty of Pharmacy and Medical Sciences 
Faculty of Information Technology 
Faculty of Arts and Human Sciences 
Faculty of Law 
Faculty of Finance and Administrative Sciences 
3.9.2 Facilities: 
The university also contains: 
• Amman University Arena 
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• Dormitories for female students 
• A building that houses a branch of Arab Bank, a clinic and sports halls. 
• A mosque 
• sports fields 
3.9.3 Specializations: 
Amman University follows the credit-hour system. In this system, the yearly 
instruction takes place for the duration of two semesters, 16 weeks each, and 
one optional summer semester of 8 weeks in duration. Through five academic 
faculties now in full operation, AU offers the Bachelor's Degree in the following 
fields of specializations: Nursing- Pharmacy and Medical Sciences, Information 
Technology Sciences, Computer Information Systems, Computer Science, 
Program Engineering, Human Sciences and Art , English Language and 
literature, English Language - Translation, Psychology, Interior Design ,Graphic 
Design , Law , Finance and Administrative Sciences, Business Administration , 
Hotel Management and Tourism, Marketing, Finance and Banking 
Management, Accounting, Management Information System. 
(v\AA/w.uop.edu.jo) 
3.10 Image of the Private Universities; 
The image of the private university in Jordan is a product less of the private 
universities themselves and more of the prejudice expressed by members of the 
public university community. Much is made of the fact that students "pay" for their 
education, and intimations of unfair practices and substandard education 
abound. Nevertheless, there is no evidence that the private universities are not 
doing a good job, or in fact that the public universities are doing a better job, and 
so far the latter have escaped scrutiny in spite of a certain amount of fiscal 
recklessness. Some resentment arises from the fact that private universities pay 
better salaries, but this is on a contract basis without the expectation of tenure, 
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whereas Jordanian faculty members in tine public universities are guaranteed 
employment for life after two years of service (this stipulation does not apply to 
non-Jordanians) and frequently opt for this security rather than taking the risk 
associated with a private institution's higher salary. Although rarely mentioned, a 
substantial number of public university officials and faculty members own shares 
in private university companies. 
The complaint most frequently heard about private universities is that their 
admissions standards are lower, and at first glance this would seem to be the 
case. University admission is based on the results of the tawjihi-the General 
Secondary School Certificate Examination (GSSCE). The qualifying score is 65 
percent for public universities and 60 percent for private universities. Actual 
requirements may be higher in some specializations owing to competition. For 
example, medicine generally calls for at least an 85 percent score and 
engineering 80 percent. The GSSCE is given in subject groupings (comparable 
in concept to the British A-levels) but the largest category by far is the combined 
total in arts and science. In 1995 a total of 41,000 students took the arts exam, of 
which 12,000 scored at least 65 percent and 15,000 at least 60 percent; 23,000 
took the science exam, of which 13,000 scored at least 65 percent and 15,000 at 
least 60 percent. (First-year places in the public universities totaled less than 
15,000 that year.) 
This is not the full picture, however. In the public universities about 25 percent of 
the available places are resen/ed for students in special groups who make the 
qualifying score (65 percent). The "special" list includes children of the armed 
and security forces and Ministry of Education personne, applicants from certain 
foreign countries (not including Malaysia, which has its own separately 
negotiated quota), and those with waste of one kind or another. This exemption 
means that the sliding scale of competition does not affect a large number of 
applicants, and consequently many better qualified students lose their public 
university slots to the less qualified. 
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3.11 Problems and Solutions: 
The basic problem of private higher education in Jordan is that the private 
universities were established as a "quick fix" for the mushrooming access deficit 
in a system without surplus money, and where the existing money was not 
effectively spent. Furthermore, the development of the private university was 
restricted to the existing tradition in curriculum and delivery rather than reaching 
out for innovation and creativity. Recent weeks have seen public addresses 
given by Crown Prince Hassan, Princess Sarvath, and others signifying potential 
changes. Probable actions are: professionalizing the Higher Education Council 
and adding private university representation, improving the management 
autonomy of both private and public institutions, and establishing an accreditation 
body for all higher education. With these first steps taken, the private universities 
may be able to cross the threshold into a new importance in Jordanian higher 
education. (Dolores L. Burke and Ahmad A. (1997) 
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Chapter-4 
LITERATURE REVIEW AND RESEARCH METHODOLOGY 
This chapter deals with review of related literature in order to find out the 
literature gap and identify research problems to conduct present study. This 
chapter also talks about the research methodology to carry out the research. 
Part one deals with literature review and part two deals with research 
methodology. 
PART 1: REVIEW OF LITERATURE 
4.1 Introduction 
Earlier researches uncovered that, despite the relative success of high 
technology firms, recruitment and retention were potentially limiting growth and 
competition (Fine, 2000; DeBruyn, 2000). The most current high technology 
study confirms that acquiring appropriately trained personnel continues to be 
one of three major challenges facing these firms (High tech study, 2003). An 
earlier informal survey of 14 companies added compensation and development 
to the list of issues that confront them (Douglas, 2000). The two regional studies 
of 87 (Calibre Strategic Services, 2001) and 81 (High tech study, 2003) high 
technology firms confirmed these latter concerns in the reasons expressed by 
employees for terminating their employment: higher compensation (19% and 
18% respectively) and advancement opportunities (12% and 9% respectively). 
Other reported reasons included involuntary dismissal, work-life Balanced, 
permanent employment, interesting work, and personal reasons (Calibre 
Strategic Services, 2001; High tech study, 2003). 
4.2 Research problems 
In the light of the above discussed information gap, the purpose of this thesis is 
to determine the use of Balanced Scorecard Model in Human Resource 
Management System in the universities and analyze the success of Balanced 
Scorecard implementation. The broad question is, how can HR system 
(competencies, reward, training, work organization, performance evaluation 
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etc.) be structured and related to strategic and financial perspectives in the 
university system? A highly cohesive HR system may fail if it is not reshaped 
periodically so as to align with the institutions larger growth strategy. 
Misalignment between the HR system and strategy implementation system can 
actually destroy value (Becker et. al, 2001). 
It is a general perception that students and staff members are not satisfied with 
the working of the government universities of Jordan. On the other hand most of 
the students and staff members are satisfied with the facilities and infrastructure 
provided by the private universities. For this researcher will answer the following 
research question: 
• How can the utilization of a BSC model increases the success rate of the 
Balanced Scorecard implementation in HRM? 
• Are universities aware of their strategic responsibilities? 
• Are universities managing the financial risks or not? 
• How is HRM helping universities position themselves to meet the needs 
of external customers that are students? 
• Do the universities have the talent to be successful in the future? 
• Is the HR system providing the university with the employee 
competencies and behavior necessary to achieve overall objectives? 
• Whether the internal processing of different procedural work takes much 
time in completion in government universities than private universities or 
not? 
• .Whether the employees are satisfied or not regarding their promotion as 
well as their remuneration in government universities? 
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• How is HRM helping universities position themselves to meet the needs 
of external customers that are students? 
• Are universities aware of their strategic responsibilities? 
• Are universities managing their financial resources or not? 
• Why are private universities known for their efficiencies as compared to 
the government universities of Jordan? 
• What is the status of performance evaluation of the employees and 
teachers of the universities of Jordan in the government and private 
universities? 
So the broad question is, how can HR system {competencies, reward, training, 
work organization, performance evaluation etc.) be structured and strategic and 
financial perspectives in the university system? 
A highly cohesive HR system may pay if it is not reshaped periodically so as to 
align with the institution's longer growth strategy. Misalignment between the HR 
system and strategy implementation system can actually destiny value (Becker 
etal, 2001). 
4.3 Studies related to Human Resource Management 
Employee behaviours and performance comprise what is evaluated. A key 
component to understanding employee performance is motivation (Whetten & 
Cameron, 2002), and an important feature about employee motivation is that it 
initiates from two sources: extrinsic and intrinsic (Auerbach & Dolan, 1997). 
Extrinsic motivators include rewards, which generate from outside the individual 
and include compensation and other non-financial rewards such as praise or 
promotion; intrinsic motivators, on the other hand, originate from an individual's 
internal desire to accomplish something interesting, challenging, or personally 
satisfying (Beehr 1996; Hunsaker, 2001; Robbins & Langton, 2003). Since 
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employees differ in the value they assign to rewards, managers need to 
understand the distinction between these sources and their significance to each 
employee (Hunsaker, 2001). To assist with management's understanding, there 
are three prominent OB theories that originate from the organisational 
psychology field: expectancy theory, organizational behaviour management, 
and goal-setting theory (Beehr, 1996). All three theories explain what 
performance behaviour and underscore the influence of management actions 
on the day-to-day motivation of employees (Whetten & Cameron, 2002). 
What an organisation measures, monitors, and controls in its appraisal process 
conveys a powerful message to employees regarding the nature of the 
employment relationship (Rousseau, 1995). For these reasons, agreement 
between employers and employees is critical to its success (Rousseau, 2004). 
From a recruitment perspective, the 2003 regional study anticipated growth in 
number of employees for over 50 percent of the 81 participating high 
technology firms (High tech study, 2003). Unlike the 2001 study, this one 
identified marketing and sales candidates as the most difficult to attract. In both 
studies, qualified technicians or technologists and computer programmers 
continued to be in demand (Calibre Strategic Services, 2001; High tech study, 
2003). The shortage of trained and skilled technical human resources is a 
barrier to the growth and development of technology industries in the Okanagan 
Valley region (Calibre Strategic Services, 2001). These impediments are 
significant since they potentially limit opportunities for these firms to realise 
competitive advantages associated with their human capital. 
Many empirical studies on HRM (Zahra and Pearce,1990) provide an extensive 
review and several conceptual pieces (Govindarajan, 1986; Walker and 
Ruekert, 1987) have been published in the management literature. Slater and 
Narver, (1993) examined the business characteristics which lead to superior 
performance for the prospector, analyser, and defender strategy types and the 
aspects of motivation and performance of their employees A relationship has 
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been explored between strategic type of the organization and employee 
characteristics. Based on the works cited below, it is clear that the Miles and 
Snow, (1978) typologies will lead to high performance only under certain 
circumstances. 
Hayes and Wheelwright, (1984) and Bennett and Cooper, (1979) found that 
market-driven product development primarily leads to imitative products and 
line extensions. In contrast, Slater and Narver, (1993) find that strong market 
orientation is essential to the prospector's success. Innovation is externally, 
rather than internally motivated. This is consistent with recent evidence (Kohli 
and Jaworski, 1990; Narver and Slater, 1990), which confirm that market-driven 
businesses enjoy superior new product success. Von Hippel, (1986) suggests 
that innovators should work with lead users, who are mostly likely to see and 
appreciate product development. 
Prospector organisations may be exciting, yet highly demanding. Employees in 
these organisations tend to be internally motivated, dedicated and work very 
long hours. The risk of burnout is often compensated through substantial 
financial reward. The emergence of the new economy has given rise to many 
prospector organisations, as firms have to constantly lookout for new 
opportunities to remain competitive. 
Radcliff, (2002), in a brief article, advocates performance input from two 
perspectives - evaluation and feedback. Evaluation is the traditional judgment-
oriented approach to performance appraisals, whereas feedback becomes a 
new paradigm that focuses on adjusting and reinforcing employee behaviour. 
This approach also promotes the importance of leadership and initiative on the 
part of employees. If the day-to-day dynamics of performance improvement is 
positive, employees can take a lead in the appraisal process (Egan, 1995) and 
greater employee involvement is associated with effective PM (McDonald & 
Smith, 1995). One reason is that employees who are committed to a particular 
program are most likely to make significant contributions to its success (Davis & 
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Landa, 1999). As well, the most effective practices not only involve 
management in the design and implementation of the program but also 
emphasise coaching and feedback (Baliga, 1995). 
4.4 Studies related to Balanced Scorecard 
The Balanced scorecard is a performance measurement system which 
integrates a Balanced between financial and non-financial information and has 
been chosen as the main management control tool to be studied here. Since 
the Balanced scorecard was introduced in the early 1990s, research suggests 
that 50 per cent of Fortune 1000 companies have experimented with the 
Balanced Scorecard (Silk, 1998). A longitudinal case study of a technology 
company was undertaken, with a critical analysis of the implementation of the 
Balanced Scorecard at one of the business units. Both qualitative and 
quantitative research tools were used. The thesis discusses the interaction 
between changes in management control systems and organisational changes 
though the use of the Laughlin, (1991) framework and the three mechanisms of 
institutional isomorphic suggested by DiMaggio and Powell, (1991). 
According to Hickman, (2004), most American businesses, for the greater part 
of the 20th century, were answered on a single measure of performance - their 
finances. Over the last couple of decades, investors, board members, analysts, 
and stakeholders have focused almost exclusively on a company's financial 
figures as the key to its overall health. In 1990, David Norton, then CEO of 
Nolan Norton, and F?obert Kaplan, a Harvard Business School professor, led a 
multi-company study to identify new ways to measure company performance. 
The result of their study has evolved into what has been called the single most 
influential business concept it the latter half of the 20th century - The Balanced 
Scorecard (BSC). The BSC was first introduced as an improved measurement 
framework by Robert Kaplan and David Norton in 1992. 
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Kaplan and Norton first introduced the BSC in 1990 througii a one-year study of 
12 companies. The results were reported in the HBR in 1992 (Kaplan and 
Norton, 1992). These researchers concluded that financial measures alone 
were not sufficient to measure performance. Other factors in the new economy 
such as competence and knowledge, customer focus, and operational 
efficiency and innovation were missing from traditional financial reporting. They 
reported the highly successful results of Rockwater and FMC Corporation's use 
of BSC (Kaplan and Norton, 1993). In 1996, Kaplan and Norton published The 
Balanced Scorecard: Translating Strategy into Action to explain how to develop 
and use the BSC (Kaplan and Norton 1996a) and two more papers in the HBR 
(Kaplan and Norton 1996b, 1996c). 
Kaplan and Norton, (1993) gave idea that there should be a direct mapping 
between each of the several 'strategic objectives' attached to each perspective 
and one or more performance measures. The other improvement arose from 
the measure-based linkages which provided a richer model of causality. This 
became an increasingly important element of the Balanced Scorecard design 
methodology, giving rise to linkages between the strategic objectives 
themselves with causality linking across the perspectives toward key objectives 
relating to financial performance. This attempt to visually document the major 
causal relationships between strategic objectives is known as the 'strategy map' 
diagram. This four perspective strategic linkage model enabled the Balanced 
scorecard to evolve from an improved measurement system to a core 
management system, therefore becoming the central element of 'a strategic 
management system' (Kaplan and Norton, 1996). 
Over the years, Kaplan and Norton and others have conducted research 
supporting their statement that financial measures are not enough. The BSC 
has been successfully used to increase performance in large organizations and 
reported in journal papers in the profit sector by the U.S.-based Pitney Bowes 
(Green et al., 2002), Coors Brewing Company (Walker, 1996), and White 
Lodging Services (Denton and White, 2000), as well as by European-based 
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ABB Industries A.G. (Ahn, 2001), and in the nonprofit sector by the city of St. 
Charles, IL (Maholland and Muetz, 2002) and a cardiology unit of a hospital 
(Oliveira, 2001). By implementing the BSC model, Duke University's 
preoperative services department has "evaluated, Balanced, and improved 
patient satisfaction by decreasing surgical delays, improving physician 
satisfaction, enhancing elective case minutes within the surgical block, and 
increasing volume while also decreasing overall cost per case" (McLean and 
Mahaffey, 2000). The National Women's Health Quality Initiative Advisory 
Council commented on the contribution of the BSC, stating that it is the most 
effective tool that can be applied across the health-care industry. They credit 
the power of the card with organizing multiple stakeholders around a shared 
mission, communicating and managing outcomes, and most importantly for its 
unique Balanced approach (Inamdaret al. 2000). 
The first generation Balanced Scorecard lacked clear definition (Lawrie and 
Cobbold, 2004), although it was mentioned that vision and strategy should be at 
the centre of the measurement system. The adverse effects of poor measure 
selection had an impact on the usefulness and adoption rates of the Balanced 
scorecard (Lingle and Schieman, 1996; Schneiderman, 1999; Malina and Selto, 
2001).The second generation Balanced scorecards introduced the notion of 
'strategic objectives' for many organization and the causal flow presenting 
problems (Lawrie and Cobbold, 2004). 
In a study on motives behind the implementation of the BSC, Malmi, (2001) 
studied how BSCs are applied in Finland and why companies adopt them. 
Based on a series of semi-structured interviews in 17 organisations, it was 
found that there are two uses of the BSC: through management by objectives 
and merely as an information system. The reason for the popularity of the BSC 
seemed to be, firstly, that logic of the BSC seemed appealing to many in 
Finland, and secondly, supply-side forces seemed to play an important role. 
Malmi, (2001) suggest that the increasing popularity of the BSC may be best 
explained by imitative behaviour (DiMaggio and Powell, 1991; Abrahamson, 
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1991; Abrahamson, 1996; Malmi, 1999). The Malmi, (2001) study provided a 
cross-sectional analysis of the motives behind the implementation of the BSC. 
This thesis aims to provide a more in-depth analysis through the use of a single 
case study. Lee and Ko, (2000) claim that the SWOT analysis to develop a set 
of strategies will serve as a stepping stone towards the actual implementation of 
the BSC. The SWOT matrix clearly identifies the critical success factors that 
can be implemented into the identification of the different aspects toward the 
Balanced scorecard. 
A study by Henri, (2005) examined management control systems and a firm's 
capabilities from a resource based perspective using a cross-sectional analysis. 
However, this thesis provides more in-depth analysis through the use of a case 
study. The main contributions of this thesis are as follows: First, it provides a 
study of the relationship between the resource-based view of the firm and 
management control systems. Second, the resource-based strategic 
management control literature are analysed in order to understand the evolution 
of resources in the literature, as well as the evolution of resources at the 
business unit. Third, the longitudinal study of the business unit provides 
substantial material for a critical analysis on the implementation of the Balanced 
Scorecard at the business unit. Fourth, this thesis critically discusses the 
interactive relationship between organizational changes and changes in 
management control systems. Fifth, results from the questionnaire and case 
study provide evidence that the Balanced Scorecard does support the resource 
based view of strategy. 
Although 50 per cent of Fortune 1000 companies currently use a Balanced 
scorecard (BSC), few small businesses are using a BSC. A review of the 
literature finds no BSC papers in leading small business/entrepreneurship 
journals. This research begins with a discussion of the BSC and why a 
university should use it. The Balanced scorecard (BSC) is one of the most 
highly touted management tools today and Fortune 500 companies are 
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increasingly using it. A survey found that approximately 50 percent of Fortune 
1000 companies in North America and 40 percent in Europe use a version of 
the BSC (Kaplan and Norton, 2001a). The editors of the Han/ard Business 
Review (HBR) identified the BSC as one of the most significant management 
ideas of the past 75 years (PR, 2003). The BSC is now being listed as a value 
methodology along with cost-benefit analysis and return on investment (Field, 
2000); it is being used to help change organizational culture (Simpson and 
Cacioppe, 2001); and several companies have reported improved operational 
efficiency and profitability as a result of using the BSC (Atkinson and Epstein 
2000; Gumbus, Bellhouse, and Lyons, 2003). Researchers have clearly stated 
that companies of all sizes are good at developing mission statements and 
strategies but poor at implementing operational strategies to achieve them, and 
that they are poor at measuring whether they are achieving their mission and 
strategy. The BSC addresses this problem by linking the mission to strategy 
and then translates the strategy into operational objectives and measures. The 
BSC can be used with five or 5,000 employees working toward the same goals 
(Gumbus and Johnson ,2003; Green et al. 2002). However, a review of the 
literature, from January 2000 to September 2003, of the Journal of Small 
Business Management, Journal of Business Venturing, Entrepreneurship 
Theory and Practice, International Small Business Journal, and the Journal of 
Small Business Strategy resulted in no papers with BSC in the title. A general 
BSC search throughout entire articles also did not find any of these journals, or 
any other small business / entrepreneurship journals, including the topic of the 
BSC. Thus, this empirical case study of three small to medium-sized 
enterprises (SMEs) using the BSC fills a gap in the literature while addressing 
management practices in small enterprises and entrepreneurship. Clearly, large 
businesses are benefiting from using a BSC, and small businesses can also 
benefit from using a BSC, as supported by three case studies. 
Posa, (2008), in his work, "Achieving Functional Excellence through Balanced 
Scorecards" emphasized that how to use the Balanced Scorecard in Strategic 
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Marketing and Linking your Brand to tlie Bottom Line. He also sliowed the 
Combining EVA witti Balanced Scorecard to Improve Strategic Focus and 
Alignment. Measuring, designing and improving IT governance through the 
Balanced Scorecard. Designing Balanced Scorecard for measuring research 
and development performance and managing and improving corporate 
governance and sustainability using the Balanced scorecard approach. He also 
emphasizes on creating the HR Scorecard Best Practice Strategies for 
Performance Measurement. He also presented a Case Study; US Office of 
Personnel Management Building and Developing the Finance Scorecard How 
to Create the Strategically-focused. 
Blokdijk, (2008), in his work "Balanced Scorecard: 100 Success Secrets, 100 
Most Asked Questions on Approach, Development, Management, Measures, 
Performance and Strategy Book Description" said that there has never been a 
Balanced Scorecard manual like this. 100 Success Secrets is not about the ins 
and outs of Balanced Scorecard. Instead, it answers the top 100 questions that 
we are asked and those we come across in forums, our consultancy and 
education programs. It tells you exactly how to deal with those questions, with 
tips that have never before been offered in print. This book is also not about 
Balanced Scorecard's best practice and standards details. Instead, it introduces 
everything you want to know to be successful with Balanced Scorecard. 
Johnson and Beiman, (2007) in their work "Balanced Scorecard for State-
Owned Enterprises Driving Performance and Corporate Governance" reveal the 
impact of corporate governance and performance. 
Akinsiwaju, (2008), in his work "Scorecard: Achieving Success and Balanced in 
a Turbulent World Book Description" presented that "Scorecard," which guides 
through simple and practical principles to enrich every aspect of your life. 
Akinsiwaju synthesizes wisdom about leadership, relationships, business 
management, spiritual growth, and personal health into the fictional story of 
Shola, a young Immigrant. Shola travels to London hoping to achieve greatness 
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but finds that life does not present its richest pearls to the timid, unwise, or 
undeserving. Despite his efforts, Shola's life withers. Then Shola meets George, 
an inspiring mentor, and Shola's sense of purpose awakens. Through many 
conversations, George kindles Shola's spirit with character qualities, ethics, and 
faith, equipping him to develop his potential and reach life's pinnacles. 
Tyagi and Gupta, (2008) in "A Complete and Balanced Service Scorecard: 
Creating Value through Sustained Performance Improvement" provides key 
insights and methods for getting a grip on the performance of any service 
business. Understanding service process and performance measurement are 
essential in global economy today. This book provides key insights and 
methods for getting a grip on the performance of any service business. The 
authors solidify their argument that Service Scorecard can be an extraordinarily 
effective tool in empowering the service side to materially affect profit margins 
in any company. This is an excellent framework to sustain profitable growth in 
the service industry. The book also show how to set clear performance targets, 
benchmark performance, identify improvement opportunities, and capture 
performance data that offer leading indicators for financial performance. This 
book's proven performance framework is designed for sustaining profitable 
growth. Simply put, it offers today's most direct path to measuring performance 
and optimizing business value in any service business. It adapts current 
business scorecards to work for service businesses and design the scorecard 
to reflect everything that makes service businesses unique and inherently 
variable. 
Agarwal and Agarwal, (2003) in his work "Value Balanced Score Card —A Tool 
of Performance Appraisal" discloses that Balanced score card is a new 
dimension in the field of performance appraisal. It is a comprehensive, top down 
view of the organizational performance with a strong focus on vision (i.e. goals) 
and strategy (i.e. performance measures). The Balanced Score Card has 
become the pre-eminent strategic tool for the management. The success of its 
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implementation is attributable to its focus on strategy and the future. By the help 
of this the managers are able to translate broad mission statements into tactical 
action plans. It paves the way for the managers to exploit the firm's information 
resources and ultimately produce economic results while directing the firm 
towards the achievement of its goals. 
In the presence of rapid market change, proactive business units must have the 
option to modify their strategies to take advantage of opportunities or put off 
threats (Day, 1991). According to Jaworski and Kohli, (1992), market orientation 
and autonomy are positively related and both are important to the fast-moving 
prospector. Since autonomy promotes a high degree of market orientation, 
prospectors should benefit from being relatively autonomous. Gentry, (2003) in 
his project on "Balanced Scorecard: An Instrument of Change for Facilities 
Services" said Balanced Scorecard implementation is a successful and 
systemic approach to enrich the performance of an organization. It incorporates 
the strategy of gaining knowledge about the organization to enhance 
performance, and improve effectiveness and efficiency. It helps the organization 
manage its strategy over the long-term. It is an instrument of change. Balanced 
Scorecard can help an organization review and improve its financial, customer 
service, internal processes, and human capital aspects in order to better 
optimize end results (e.g., financial stewardship, customer satisfaction, effective 
and efficient processes and employee engagement). Balanced Scorecard is a 
tool that organizations can use to increase their capacity for change and 
become a learning organization. 
Broadly speaking the four main BSC books (Brown, 1996, Olve et al, 1999, 
Kaplan & Norton, 1996, 2001) are not especially focusing on environmental and 
social issues but simply bringing to the reader examples of Corporate BSCs. 
Even though each of them mentions occasionally environmental issues they do 
not provide with examples of integration. On the other hand in the 
environmental management literature we found four authors to have taken 
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some features of the BSC to surface the value of environmental programs 
(Johnson 1996, Radcliffe 1999, Epstein &Wisner 2001, Nilsson 2001). The first 
two however, only discuss the issue in theory. (Epstein & Wisner, 2001 and 
Telia Nilsson, 2001) 
Gumbus, (2005), gained sustainable ground since first introduced by Kaplan 
and Norton in 1992, and is today used by over 50 percent of the Fortune 500 
companies. Furthermore there are those who go as far as categorizing the BSC 
as "the single most important management tool in Western organizations" 
(Schneiderman, 1999). Although the management system seems to be of great 
success and benefit there are several reports on high failure rates among firms 
implementing the BSC (Give, 2003, Marr and Neely, 2003, DeBuske and 
Crabtree, 2006). To take one example, the survey study made by the 
consultancy firm KPMG, cited by DeBuske and Crabtree, (2006), states that 70 
percent of the researched companies, who all tried to implement and work with 
the BSC, failed. Reasons for this high failure rate can be found in the extensive 
literature on BSC pitfalls, which covers everything from low top management 
support, poor design of the actual scorecard, to software complications and 
communication problems. This implies that a successful BSC implementation 
and work process has a high rate of complexity and thus needs a high level of 
support. As an attempt to facilitate process of implementing and working with 
the BSC, there has been a substantial development of decisional support 
system dedicated to support the implementation and work of the BSC. 
According to Give, (2003) the number of software packages supporting the BSC 
in the market is growing and now exceeds 100. Even though the software 
solution does not come first in any BSC implementation (Marr and Neely, 2003), 
the necessity of automatization is, according to Classe, (1999) great if the BSC 
is to become an integral part of the business, something that is stressed as vital 
by Kaplan and Norton, (2001). However, even though the amount and quality of 
software solutions in the market are constantly increasing, a majority of the 
BSC companies use solutions characterized by a low level of sophistication 
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such as Microsoft Excel or PowerPoint (Olve et al, 2003, IVIarr and Neely, 
2003). Consequently, companies experience problems with limitations 
accompanying these kinds of software, such as no scalability possibility, time 
consuming to update, insufficient communication support and difficult to analyze 
are common mentioned limitations (Marr & Neely, 2003). A natural question that 
arises is why companies choose to use unsophisticated software when the 
market is flooded by more BSC specific solutions. Olve et al (2003) explain this 
phenomenon by pointing out the high accessibility and usability-knowledge of 
MS Office products. However, what if a modern and sophisticated DSS 
solutions with the latest in dashboard technology could actually make a 
difference in the success rate of the BSC implementation and work. One way of 
finding out would be by studying the effects a BSC specific DSS have on the 
most common pitfalls. An interesting thought would be to consider if a higher 
usage of these modern and BSC specific DSSs generate the needed extra 
value for companies to successfully avoid the pitfalls and extract the full 
benefits of the BSC model. 
Marr and Neely, (2003) note that BSC software can help an organization to be 
strategy focused in three stages. In the first stage BSC software can provide a 
visual representation of their strategy through strategy maps. In the second 
stage it can cascade high-level scorecards down to customized scorecards to 
all employees, and in the third stage BSC software can make the strategy into 
everyone's work and into a continual process by providing a new reporting and 
feedback framework through cascading style sheets. (Marr & Neely, 2003) 
Marr and Neely, (2003) claim that there are three main reasons for managers to 
implement a BSC application: 
• Data integration - a BSC software can allow organizations to integrate 
data from multiple data sources. 
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• Data analysis and storing: BSC software allows organizations to analyze 
the data across all data sets of the scorecard, both qualitative and 
quantitative. 
• Communication and collaboration: BSC software can facilitate 
communication of performance data among users, top down and bottom 
up. It also can enable collaboration and feedback loops. 
However many authors draw attention to the fact that software is only a tool and 
that it is not a substitute for the initial hard work of strategic analysis (Marr & 
Neely, 2003; Sharman and Kavan, 1999). 
Lena Kay Lin, (2006) reveals in his work titled "Exploring Management Control 
Systems Using the Resource-Based View: A Case Study of the Balanced 
Scorecard" that the relationship between resource-based view of strategy and 
the Balanced scorecard, as well as the impact of these on manager's perceived 
performance. Contingency theory (Otiey, 1980) has been used as the overall 
framework for this thesis. 
Hanne Nerreklit, (2000) "The Balanced on the balanced scorecard a critical 
analysis of some of its assumptions" pointed out that academic scholars have 
given increasing attention to the importance of strategic measurement systems 
including both non-financial and financial measures. One of the approaches 
adopted is that of the balanced scorecard. It is distinct from other strategic 
measurement systems in that it is more than an ad hoc collection of financial 
and non-financial measures. It contains outcome measures and the 
performance drivers of outcomes, linked together in cause-and-effect 
relationships, and thus aim to be a feed-forward control system. Furthermore, 
the balanced scorecard is intended not only as a strategic measurement system 
but also as a strategic control system which can align departmental and 
personal goals to overall strategy. This paper first examines the extent to which 
there is a cause-and-effect relationship among the four areas of measurement 
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suggested (the financial, customer, internal business- process and learning and 
growth perspectives). 
Self, (2003) studied the implementation of the BSC at a university library, 
noting that its implementation led to the focus on the important topics, and to 
set organisational priorities. The library was able to devise strategic objectives 
which were classified by perspectives, and were accepted by the organisation. 
It is important to pick a solution that meets the requirements of the organisation 
in order to ensure the usage and subsequent success of a BSC implementation 
(Marr, Erihofer et al., 2000). Based on arguments put forward by Silk, (1998), 
Sullivan, (2002), and Classe, (1999), the decision framework identified by Marr 
and Neely, (2003) include ten selection criteria which should be considered 
when choosing a BSC software. Although packaged solutions are generally 
more cost-effective and quicker to implement (Marr, Edhofer et al., 2000), 
building their own solutions offer the possibility of creating a solution that meets 
the unique needs and objectives of organisations (Sharman and Kavan, 1999). 
4.5 Research Gap 
After thoroughly going through different research works, articles, papers and 
journals based on Balanced Scorecard and its implementation in different 
organization, the researcher found that a lot of work has been done on the 
Balanced Scorecard approach of human resource management in different kind 
of organizations in different part of the word including USA, UK, Germany, 
Japan, China, India, Indonesia etc. To the best of the knowledge of the 
researcher, no work has been under taken in the context of government and 
Private Universities of Jordan as far as implementation of Balanced Score Card 
approach is concerned. Thus, there lies a big research gap. So, the researcher 
has confined his work to study the Balanced Scorecard approach of Human 
resource management in selected government and private universities of 
125 
Chapter-4 Literature Review and Research Methodology 
Jordan. In this regard two of the government and same number of private 
universities are selected to carry out the task. 
PART 2: RESEARCH METHODOLOGY 
This part of the chapter deals with the methodology of research used to conduct 
the present study. It begins by stating the objectives of the study, formulation of 
hypotheses, research design and instrument design, sampling procedure, data 
collection, the profile of the respondents, method of analysis, and limitations of 
the study. 
4.6 Introduction 
Research methodology refers to the research process, the procedural 
framework within which the research is conducted. This methodology as 
defined by Leedey and cited by Remenyi et al.,(1998) is operational frameworks 
within which the facts are placed so that their meaning may be seem more 
clearly. Boyd et al (2005) classified research into two general types -
exploratory and conclusive. Exploratory research looks for propositions. 
Conclusive research can be classified as either descriptive or experimental. 
Descriptive research portrays an accurate profile of persons, events or 
Situations. The classification is depicted in Figure 4.1. 
Figure 4.1 Classification of Research 
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"Social research is theoretical, meaning that much of it is concerned with 
developing, exploring or testing the theories or ideas that social researchers 
have about how the world operates. But it is also empirical, meaning that it is 
based on observations and measurements of reality - on what we perceive of 
the world around us" (Trochim, 2006). Most research can be thought of as a 
blending of these two terms - a comparison of our theories about how the world 
operates with our observations of its operation. This research is a blend of 
theoretical and empirical. 
4,7 Objectives of the Study: 
• The basic objective of this study is to throw light on the evolution, concept, 
uses and implementation of the Balanced Scorecard Approach to Human 
Resource Management. 
• To identify the targets and goals against which the universities measure their 
performance. This includes measures like employee's satisfaction, 
employee's retention, student's satisfaction, competitive market share, etc. 
• To identify the way to make the internal business processes efficient to make 
universities better. 
• To make a comparative analysis of the performances of the staff including 
teaching as well as non teaching employees of government and private 
universities of Jordan. 
• To highlight different measures required in motivating teaching and non 
teaching staff members to deliver their best for the welfare of the university. 
• To identify and analyze the driving factors behind the implementation of the 
BSC and what are major problems in its implementation? 
. To analyse whether design of the Balanced Score Card (BSC) reflects the 
resources of a university which provides competitive advantage? 
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• To analyse whether universities use the resource-related BSC information in 
their decision-making activities or not? 
• To analyse whether there is a positive relationship between universities' use 
of the resource-related BSC information and their perceived performance in 
Jordan? 
4.8 Hypotheses of the Study: To undertake the study of the various aspects of 
Balanced Score Card of private and public universities of Jordanian universities, 
the following null hypotheses are framed. 
Null hypothesis Ho-1: There is no significant difference between the public and 
private universities of Jordan in terms of Balanced Score Card (BSC). 
Further this hypothesis is tested from the four different perspectives of 
Balanced Score Card like Financial, internal process, customers and Human 
resources. 
Null hypothesis Ho-1 A: There is no significant difference between the public 
and private universities of Jordan in terms of General perspective of Balanced 
Score Card. 
Null hypothesis Ho-1 B There is no significant difference between the public 
and private universities of Jordan in terms of Financial Perspective. 
Null hypothesis Ho-1 C: There is no significant difference between the public 
and private universities of Jordan in terms of Internal Process Perspective. 
Null hypothesis Ho-1 D: There is no significant difference between the public 
and private universities of Jordan in terms of Human Resources Perspective. 
Null hypothesis Ho-2: There is no significant difference in the perception of 
academicians and non-academicians towards Balanced Score Card. 
Further, this hypothesis is tested from the four different perspectives of 
Balanced Score Card like Financial, internal process, customers and Human 
resources. 
Null hypothesis Ho-2 A: There is no significant difference in the perception of 
academicians and non-academicians towards General Perspectives. 
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Null hypothesis Ho-2 B: There is no significant difference in the perception of 
academicians and non-academicians towards Financial Perspectives. 
Null hypothesis Ho-2 C: There is no significant difference in the perception of 
academicians and non-academicians towards Internal Process Perspectives. 
Null hypothesis Ho-2 D: There is no significant difference in the perception of 
academicians and non-academicians towards Human Resource Perspectives. 
Null hypothesis Ho-3: There is no significant difference in the perception 
towards Balanced Score Card on the basis of gender. 
Further, the significant difference of this hypothesis is tested from the four 
different perspectives of Balanced Score Card like Financial, internal process, 
customers and Human resources. 
Null hypothesis Ho-3 A: There is no significant difference in the perception 
towards Balanced Score Card on the basis of General Perspectives. 
Null hypothesis Ho-3 B: There is no significant difference in the perception 
towards Balanced Score Card on the basis of Financial Perspectives. 
Null hypothesis Ho-3 C: There is no significant difference in the perception 
towards Balanced Score Card on the basis of Internal Process Perspectives. 
Null hypothesis Ho-3 D: There is no significant difference in the perception 
towards Balanced Score Card on the basis of Human Resources Perspectives. 
Null hypothesis Ho-4: There is no significant difference on the basis of 
experience towards Balanced Score Card. 
Further, this hypothesis is tested from the four different perspectives of 
Balanced Score Card like general, financial, internal process, and Human 
resources. 
Null hypothesis Ho-4 A: There is no significant difference on the basis of 
experience towards General Perspectives. 
Null hypothesis Ho-4 B: There is no significant difference on the basis of 
experience towards Financial Perspectives. 
Null hypothesis Ho-4 C: There is no significant difference on the basis of 
experience towards Internal Process Perspectives. 
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Null hypothesis Ho-4 D: There Is no significant difference on the basis of 
experience towards Human Resources Perspectives. 
Null hypothesis Ho- 5: There is no significant association between the Average 
life cycle of facilities and equipments offered in the universities of Public and 
Private sector. 
Null hypothesis Ho-6: There is no significant association between the Average 
life cycle of facilities and equipments offered in the universities and the sector to 
they belong. 
Null hypothesis Ho-7: There is no significant association between average 
number of papers by academic staff published in a year in the universities and 
the sector to which they belong. 
Null hypothesis Ho-8: There is no significant association between the 
percentages of International students enrolled in comparison to total number of 
students in the universities and the sector to which they belong. 
Null hypothesis Ho- 9: There is no significant association between Conferences/ 
Seminars/ Workshops organized in a year in the universities and the sector to 
which they belong. 
Null hypothesis Ho-10: There is no significant association between the average 
number of papers by academic staff published in ISI journals in a year in the 
universities and the sector to which they belong. 
Null hypothesis Ho-11: There is no significant association between average 
number of papers by academic staff published in refereed research journals in a 
year in the universities and the sector to which they belong. 
Null hypothesis Ho-12: There is no significant association between the number 
of online programs offered in the universities and the sector to which they 
belong. 
Null hypothesis Ho-13: There is no significant association in regard to 
communication of the implementation of the performance measurement system 
to the employees of the universities of Public and Private sector. 
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Null hypothesis Ho-14: There is no significant association in regard to 
deficiencies of performance measurement system in the universities of Public 
and Private sector. 
Null hypothesis Ho-15: There is no significant association between academician 
and non-academician in regard to average number of papers by academic staff 
published in a year in the universities of Public and Private sector. 
Null hypothesis Ho-16: There is no significant association between academician 
and non-academician in regard to average number of papers by academic staff 
published in refereed research journals per year in the universities of Public and 
Private sector. 
Null hypothesis Ho-17: There is no significant association between academician 
and non-academician in regard to number of online programs offered in the 
universities of Public and Private sector. 
4.9 Research Design 
Keeping in view the objectives of the research study, the researcher used a 
descriptive research design. 
4.9.1 Sources of Data 
The data which constitute the raw material for carrying out the present work 
have been obtained from a number of sources. The primary and secondary 
data were collected using the respective sources. Data that is already available 
by someone else is referred as secondary data. The secondary sources are 
books, reports, journals, magazines, theses, internet sites, university brochures, 
and news papers etc. One of the main sources of secondary data is the library. 
The libraries consulted are: Seminar, Department of Business Administration, 
AMU; Ratan Tata Library, Delhi School of Economics; MDI Library, Gurgaon; 
libraries of various universities of Jordan. 
To carry out the undertaken research work, the researcher has heavily relied on 
primary data by preparing the questionnaire to collect the information from the 
teaching and non-teaching staff of the government and private universities of 
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Jordan. Different set of questions were prepared to get the required information 
from all the segment of the universities like satisfaction level, internal 
processes, incentives, motivation and facilities in different universities. For 
collecting primary data, the researcher carried out a pilot survey before 
conducting the main survey. The pilot study helped to ensure the control of non-
sampling error. Primary data was collected, from a sample of 30 academic staff 
and 30 non-academic staff for pilot study and 288 respondents for main study, 
from two public and two private universities of Jordan. 
4.9.2 Target population 
Target population for the purpose of this study is defined as all the academic 
and non-academic staff two public and two private universities of Jordan. 
4.9.3 Sampling units 
A two stage sampling was adopted. The first stage sampling units were the four 
universities of Jordan. The second stage sampling units were individual 
employees in the academic and non-academic section of the universities. 
4.9.4 Selection of the sample 
Four universities, two governments and two private, universities of Jordan had 
been sampled. "For most purposes n=30 is sufficient, provided the universe is 
not exceedingly asymmetrical" (Boyd et. al., 2005). 100 is a medium sized 
sample and 400 is a larger sample (Boyd et. al., 2005). More than 5% sample 
size is an appreciable proportion of the sample universe (Boyd et. al., 2005). 
Estimated population (academic and non-academic staff) of the four universities 
is not more than 5000. Thus, a minimum sample size of 100 was decided for 
each plant. This makes 4x100=400 as the total minimum sample size, which is 
a large sample. This research used convenience sampling and sampled a 
group of people readily available to the researcher at the time of sampling. This 
was done as the entire list of the population was not available to the researcher. 
Hence, random sampling technique could not be employed by the researcher. A 
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quota system was used to select at least 100 employees from each university 
and to select approximately equal number of employees from the academic and 
non-academic groups respectively 
4.9.5 Research instrument 
The process of selection of the research instrument, its reliability & validity and 
the data analysis process leading to the research findings is presented in figure 
4.2 and discussed subsequently. 
Figure 4.2 Research instrument selection and data analysis process 




Validity of the instrument 
I 










Since no standard questionnaire was available, a questionnaire has been 
designed to carry out this study. After a detailed literature review constructs 
were identified to study the problem and to develop the questionnaire. Further 
discussions were carried out with subject experts to crystallize the constructs. 
These constructs were used to prepare the questionnaire. The questionnaire is 
divided into two parts. Part A has close ended questions related to general, 
financial, internal process, and HR perspectives on a Likert scale. The type of 
questions that was used in this investigation was close ended questions. These 
types of questions offer advantage. These types of questions force the 
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respondents to choose the response from a number of possible replies. By 
restricting the answer set, it is easy to calculate statistical data over the whole 
group or subgroup of participants. 
Part B has questions related to academic aspects and demographic variables. 
The first draft of the questionnaire had 45 close ended questions in part A and 
11 questions in part B. At the time of the pilot study, there were 45 items. The 
items were related to different perspectives- General Perspective, Financial 
Perspective, Internal Process Perspective and Human Resource Perspective. 
With the help of factor analysis, the internal validity of the instrument was 
checked. Items having low factor loadings were removed from the final draft of 
the instrument. As a result, 45 items were reduced to 30 items. The instrument 
is Likert response scale to measure responses on an interval of 1 to 5 rating 
from strongly disagree to strongly agree. 
The first draft of the questionnaire was set in English and it was used for pilot 
testing. During the pilot testing the need was felt to have questionnaire in Arabic 
also, as many non-academicians and some academicians were not very much 
comfortable in giving responses in English. After this, the questionnaire was 
translated into Arabic and for final data collection both the sets were provided to 
the respondents. 
4.9.6 Reliability and Validity of the Instrument 
The instrument used in this research has been developed since no standard 
questionnaire was available on the particular area of research. Thus before 
conducting final study, the validity, reliability and generalisation of the 
instrument has been tested and approved. Thus, the instrument was validated 
to apply to the Jordanian universities. Measures of variables should have 
validity and reliability (Cronbach, 1971: Nunaily, 1978) in order to draw valid 
references from the research. 
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Instrument Validity 
Exploratory Factor Analysis (EFA) was performed on the scale to check 
whether all items load on a single construct. To determine if data are likely to 
factor well, before proceeding with EFA, Kaiser-Meyer-Olkin (KMO) Measure of 
sampling adequacy and Bartlett's Tests of Sphericity were performed. If KMO is 
found to be greater than 0.50 then one can proceed with the factor analysis. 
(Malhotra, 2005). The KMO values was .836, signaling that data was suitable 
for factor analysis. 
Bartlett's Test of Sphericity measures the presence of correlations among the 
variables. It provides the statistic probability that the correlation matrix has 
significant correlation among at least some of variables. Thus, a significant 
Bartlett's Test of Sphericity is required (Malhotra, 2005).Because p=0.000(its 
associative probability is less than0.05) for the scale, we could proceed with 
factor analysis. The statistics are shown in table 4.1. 
The variance explained by the initial solution, and extracted components for 
each of the factors are taken out. These are shown in tables 4.2, 4.3 
respectively. Some items (seventeen items) showing the loading lower than 
0.4 are removed from further calculations- F2, F4,IP3,IP6, IPS, IP11, H1, H5, 
H6, H8, H10, H13, H14, H17, H20, H23, and H24. After removing these items, 
the remaining items were recorded in ascending order for each construct. 
Table 4.1: KMO and Bartlett's Test 
Kaiser-Meyer-Olkin Measure of Sampling 




































































































Table 4.2: Total Variance Explained 
Initial Eigen values 








































































































































Extraction Method: Principal Component Analysis 
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a 14 components extracted 
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Instrument Reliability 
Descriptive statistics and reliability coefficients of the valid items (twenty eight 
items) of the four constructs are displayed in table 4.5. All of the Cronbach 
Alpha's exceeded limit of 0.7 and therefore suggest that the four construct in 
the scale demonstrate acceptable reliability for survey of Jordanian universities. 
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4.10 Summary of Demographic Data 
The study has been preformed through a numerous of interviews aiming to get 
an in-depth understanding of the research problem making the study a 
qualitative study. Globalization pressures escalate competitiveness and, In 
response, global companies tend to adopt a handful of Western management 
practices. One of these is the Balanced Scorecard. The data collection 
techniques consisted of in-depth interviews, which included open-ended and 
probe questions with management personnel. The required information has 
been collected from primary as well as secondary data. 
4.10.1 Primary Data 
To carry out the undertaken research work, the researcher has heavily relied on 
primary data by preparing the questionnaire to collect the information from the 
students, teaching and non-teaching staff of the government and private 
universities of Jordan. Different set of questions were prepared to get the 
required information from all the segment of the universities like satisfaction 
level, internal processes, incentives, motivation and facilities in different 
universities. 
To carry out the research work. Around 400 questionnaires were sent to 
different respondents through mail as well as directly to the concerned person 
in the university. 306 questionnaires were received by the respondents after two 
reminders from the teaching and non-teaching staff of the government and 
private universities of Jordan and rest of them either did not show any interest 
or denied to provide the information. Out of these 19 questionnaires were not fit 
for statistical analysis. Thus, 288 questionnaires were considered finally for 
statistical analysis. The responses of questionnaires are given in the form of the 
table 4.5: 
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Table 4.5: Pattern of Response 
Responses through questionnaires 
Responses from Government/ public university 















The questionnaires of 288 respondents of teaching and non-teaching staff 
members of public and private universities of Jordan were duly responded. 
The total number of female respondents was 99 and 189 respondents were 
male. 
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Figure-4.4 Responses as per Gender 
The questionnaires were sent to people working in the government and private 
universities of Jordan with different designations like lectures, readers, 
professors, clerks, assistant registrars, deputy registrars, assistant proctors, 
accountants etc. from the university. These people were having experience 
from 1 to 30 years in their respective positions. The information related to the 
experience of the people who responded is given as follows: 
Table 4.7: Responses as per Experience 




More than 15 
Total 
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Figure 4.5 Responses as per Experience 
N o . o f R e s p o n d e n t s 
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The Research work was started by setting up of the objectives of the study. 
The hypotheses were framed to be tested. On the basis of the hypotheses, the 
data was collected and presented in the desired manner. The suitable statistical 
tools were to test the data like use of t- test, ANOVA, and chi-square test were 
used as these tools were the most suitable in the given conditions. The 
interpretation was made to test the data. 
4.11 Limitations of the study 
The major limitations, faced by the researcher during pursuing the research are 
described below. 
• The present study is based on only two governments and two private sector 
universities of Jordan which may not be enough to make any final 
conclusion regarding the use of BSC in Jordanian Universities. 
• A good research on primary data is one if samples are collected on random 
basis. The present work is based on selecting the four universities on the 
convenience of the researcher, keeping in mind the ease of access and cost 
factor is another important limitation of the study. 
• The Balance scorecard has four perspectives like Financial, Internal 
process, customers and Human resources, but in this study the customers 
perspectives (Students) is missing element in reaching to the final 
conclusion. Detailed data from the students is not collected and analysed. 
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Only a few items regarding tiieir perspectives are covered in the 
instruments. 
• A thorough review of literature has been made by the researcher in regard 
to the Balance scorecard approach of Human resource management from 
many sources as possible for enrichment of the review, yet some important 
matter might have been over looked due to the lack of access. Such 
important research works would have enabled the researcher to identify of 
the research gap and setting of the objectives of this study in different ways. 
• The research is confined to the education sector and that too of comparing 
only two governments and two from the private sector universities of Jordan. 
The application of Balance Scorecard Approach in industries should also 
been highlighted by comparing it with the universities to get better 
understanding of the effectiveness of the Balance Scorecard model. 
• Some of the respondents had genuine concern regarding the applicability of 
certain items of the questionnaire, so they were very honest in replying the 
answers. On the other hand, Researcher observed that many respondents 
were not replying honestly to the questions asked in questionnaire. 
• Due to certain personal constraints, researcher could not conduct the 
interview and include the qualitative data of Jordanian universities due to 
lack of finance and time which he considered for the study. Qualitative data 
had to be used for preparing balanced scorecard. It could have provided 
useful information and helped in comparison among various perspectives of 
balanced scorecard in government and private universities of Jordan. 
4.12 Importance of the study 
The present study "The Balance scorecard Approach of Human Resource 
Management in Selected Jordanian Universities" is an important research work 
which may be useful in the following ways: 
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This study will definitely help to analyse and identify what are the driving 
factors behind the implementation of the BSC and what are major problems 
in its implementation. After going through this study, the users may get a 
clear cut idea as to how the Balance scorecard Approach should be used in 
the best possible manner. 
This study will help in making a comparative analysis of the performances of 
all categories of employees of government and private universities in 
relation to their efficiency and productivity. 
After going through this research work, anyone can know how effective this 
technique is in improving the overall efficiency of any organisation. If this 
technique is introduced, there will be totally different kind of motivation and 
perception among people working in the organisation. 
The Balance scorecard Approach will help in identifying the targeted and 
goals against which the universities will measure its performance. Balance 
scorecard Approach technique will definitely help in measuring the 
employee's satisfaction, employee's retention, student's satisfaction, 
competitive market share, etc which every organisation would like to know in 
their normal course of business. 
This study will help in analysing and identify what are the driving factors 
behind the implementation of the BSC and what are major problems in its 
implementation? Thus, the design of the Balance Score Card (BSC) will 
reflect the resources of a university which may provides competitive 
advantage in the market. 
The present work is a different kind of work which is related with the Balance 
scorecard Approach of Human Resource Management in Selected 
Jordanian Universities. This work will be a base for other researchers, who 
want to work further in this area to improve the efficiency of the universities 
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CHAPTER-5 
ANALYSIS AND INTERPRETATION 
5.1 Introduction 
The proposed research work "Balanced Scorecard Approach to Human 
Resource Management: A Study of Select Universities" has been done to 
assess overall impact of Balance Score Card Approach of Human Resource 
Management in universities of Jordan. To carry out the research work 288 
samples were collected through questionnaire from academicians and non-
academicians of public and private universities of Jordan. 
5.2 Testing of Hypotheses: The following hypotheses are formulated to test 
and to substantiate the objectives of the study: 
Null hypothesis Ho-1: There is no significant difference between the public 
and private universities of Jordan in terms of Balance Score Card (BSC). 
(Stands rejected) 
Further this hypothesis is tested from the four different perspectives of 
Balance Score Card like Financial, internal process, customers and Human 
resources. 
Null hypothesis Ho-1 A: There is no significant difference between the 
public and private universities of Jordan in terms of General perspectives of 
Balance Score Card (BSC). (Stands accepted) 
Null hypothesis Ho-1 B: There is no significant difference between the 
public and private universities of Jordan in terms of Financial Perspectives. 
(Stands accepted) 
145 
Chapter-5 Analysis and Interpretation 
Null hypothesis Ho-1 C: There is no significant difference between the 
public and private uni\/ersities of Jordan in terms of Internal Process 
Perspectives. (Stands rejected) 
Null hypothesis Ho-1 D: There is no significant difference between the 
public and private universities of Jordan in terms of Human Resources 
Perspectives. (Stands rejected) 
Testing of the Hypothesis using t-test 
df =286 
Table-5.1 Analysis of various aspects of balance score card with respect 
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Figure -5.1 Analysis of various aspects of balance score card 
with respect to public and private sector universities 
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8 0 -
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Balance Score Geueral Financial Internal Process Human Resource 
card Perspective Perspective Perspective Perspective Perspective 
The analysis regarding Genera l Perspect ive between publ ic and private 
sector reveals that there is no signif icant di f ference. Since the signif icant 
va lue of t=.103 and p=.918, wh ich is more than 0.05 at 5 % level of 
s igni f icance. 
It means in terms of general perspect ive between publ ic and private sector of 
Jordanian universit ies, there is no signif icant di f ference. Even the m e a n (6.14 
and 6.06) and standard deviat ion (1.119 and o.941) are also qui te similar. So, 
null hypothesis is accepted. 
The analysis regarding Financial Perspect ive between publ ic and private 
sector reveals that there is no signif icant di f ference. Since the signif icant 
va lue of t=.750 and p=.454, wh ich is more than 0.05 at 5% level of 
s igni f icance. 
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It means, in terms of financial perspective between public and private sector 
of Jordanian universities, there is no significant difference. Even the mean 
(13.91 and 13.90) and standard deviation (.071 and .087) are also quite 
similar. So, null hypothesis is accepted. 
The analysis regarding internal process Perspective between public and 
private sector reveals that there is significant difference. Since the significant 
value of t= 28.354 and p= 0.000, which is less than 0.05 at 5% level of 
significance. 
It means in terms of internal process perspective between public and private 
sector of Jordanian universities, there is significant difference. Even the mean 
(27.23 and 36.90) and standard deviation (.071 and .087) are also showing 
substantial difference. So, null hypothesis is rejected. 
The analysis regarding human resource Perspective between public and 
private sector reveal that there is significant difference. Since the significant 
value of t= 27.469 and p= 0.000 which is less than 0.05 at 5% level of 
significance. 
It means in terms of human resource perspective between public and private 
sector of Jordanian universities, there is significant difference. Even the mean 
(32.08 and 45.90) and standard deviation 4.478 and 4.048) is also showing 
substantial difference. So, null hypothesis is rejected. 
The analysis regarding balance score card Perspective between public and 
private sector reveal that there is significant difference. Since the significant 
value of t= -34.335 and p= 0.000 which is less than 0.05 at 5% level of 
significant. 
It means in terms of balance score card perspective between public and 
private sector of Jordanian universities, there is significant difference. Even 
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the mean (79.36 and 102.74) and standard deviation 5.755and 5.801) Is also 
showing substantial difference. So, null hypothesis is rejected. 
Null hypothesis Ho-2: There is no significant difference in the perception of 
academicians and non-academicians towards Balanced Score Card. (Stands 
accepted) 
Further, this hypothesis is tested from the four different perspectives of 
Balance Score Card like Financial, internal process, customers and Human 
resources. 
Null hypothesis Ho-2 A: There is no significant difference in the perception 
of academicians and non-academicians towards General Perspectives. 
(Stands rejected) 
Null hypothesis Ho-2 B: There is no significant difference in the perception 
of academicians and non-academicians towards Financial Perspectives. 
(Stands rejected) 
Null hypothesis Ho-2 C: There is no significant difference in the perception 
of academicians and non-academicians tow (Stands rejected) 
Null hypothesis Ho-2 D: There is no significant difference in the perception 
of academicians and non-academicians towards Human Resource 
Perspectives. (Stands accepted) 
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df=286 
Table-5.2 Analysis of various aspects of balance score card in regard to 
academician and non-academician of public and private sector universities 
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Figure -5.2 Analysis of various aspects of balance score card in regard 
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The analysis regarding General Perspective between Academician and Non-
Academician reveals that there is no significant difference. Since the 
significant value of t=1.588 and p=0.113 respectively is more than 0.05 at 5% 
level of significant. 
It means in terms of general perspective between Academician and Non-
Academician of Jordanian universities, there is no significant difference. Even 
the mean (92.26 and 89.82) and standard deviation (13 9778 and 11.7857) is 
also quite similar. So, null hypothesis is rejected. 
The analysis regarding financial Perspective between Academician and Non-
Academician reveals that there is no significant difference. Since the 
significant value of t= 1.1281 and p=0.2602 respectively is more than 0.05 at 
5% level of significant. 
It means in terms of financial perspective between Academician and Non-
Academician of Jordanian universities, there is no significant difference. Even 
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the mean (13.84 and 13.98) and standard deviation (0.980433 and 1.087514) 
is also quite similar. So, null hypothesis is rejected. 
The analysis regarding internal process Perspective between Academician 
and Non- Academician reveals that there is no significant difference. Since 
the significant value of t=0.0205 and p=0.9834 respectively is more than 0.05 
at 5% level of significant. 
It means in terms of internal process perspective between Academician and 
Non- Academician of Jordanian universities, there is no significant difference. 
Even the mean (6.096 and 6.098) and standard deviation (1.070296 and 
0.808918) is also quite similar. So, null hypothesis is rejected and alternate 
hypothesis is accepted. 
The analysis regarding human resource Perspective between Academician 
and Non- Academician reveals that there is no significant difference. Since 
the significant value of t=0.457 and p= 0.6477 respectively is more than 0.05 
at 5% level of significant. 
It means in terms of human resource perspective between Academician and 
Non- Academician of Jordanian universities, there is no significant difference. 
Even the mean (32.24 and 31.93) and standard deviation (6.098241 and 
5.05571) is also quite similar. So, null hypothesis is rejected and alternate 
hypothesis is accepted. 
The analysis regarding balance score card Perspective between Academician 
and Non- Academician reveals that there is significant difference. Since the 
significant value of t=2.3928 and p= 0.0174 respectively is more than 0.05 at 
5% level of significant. 
It means in terms of balance score card perspective between Academician 
and Non- Academician of Jordanian universities, there is significant 
difference. Even the mean (40.08 and 37.80) and standard deviation (8.427 
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and 7.598) is also quite similar. So, null hypothesis is accepted and alternate 
hypothesis is rejected. 
Null hypothesis Ho-3: There is no significant difference in the perception 
towards Balanced Score Card on the basis of gender, (Stands accepted) 
Further, the significant difference of this hypothesis is tested from the four 
different perspectives of Balance Score Card like Financial, internal process, 
customers and Human resources. 
Null hypothesis Ho-3 A: There is no significant difference in the perception 
towards Balanced Score Card on the basis of General Perspectives. (Stands 
rejected) 
Null hypothesis Ho-3 B: There is no significant difference in the perception 
towards Balanced Score Card on the basis of Financial Perspectives. (Stands 
rejected) 
Null hypothesis Ho-3 C: There is no significant difference in the perception 
towards Balanced Score Card on the basis of Internal Process Perspectives. 
((Stands rejected) 
Null hypothesis Ho-3 D: There is no significant difference in the perception 
towards Balanced Score Card on the basis of Human Resources 
Perspectives. (Stands rejected) 
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df=286 
Table-5.3 Analysis of various aspects of balance score card In regard 
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Figure-5.3 Analysis of various aspects of balance score 







V.-AiUUUL :: MEAN A. A. / 
Male Fcmolc Mole Female Male Female Male Female Male Female 
General Financial Internal Human Balance Score 
Perspective Perspective Process Resource card 
Perspective Perspective Perspective 
The analysis regarding General Perspective between male and female 
reveals that there is no significant difference. Since the significant value of 
t=0.556 and p=0.579 respectively is more than 0.05 at 5% level of significant. 
It means in terms of general perspective between male and female of 
Jordanian universities, there is no significant difference. Even the mean 
(13.878 and 13.949) and standard deviation (1.077 and 0.9408) is also quite 
similar. So, null hypothesis is rejected. 
The analysis regarding financial Perspective between male and female 
reveals that there is no significant difference. Since the significant value of 
t=0.566 and p=0.572 respectively is more than 0.05 at 5% level of significant. 
It means in terms of financial perspective between male and female of 
Jordanian universities, there is no significant difference. Even the mean 
(6.0741 and 6.1414) and standard deviation (0.981 and 0.9148) is also 
quite similar. So, null hypothesis is rejected. 
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The analysis regarding internal process Perspective between male and 
female reveals that there is no significant difference. Since the significant 
value of t is =0.189 and p=0.850 is more than 0.05 at 5% level of significant. 
It means in terms of internal process perspective between male and female of 
Jordanian universities, there is no significant difference. Even the mean 
(32.143 and 32.010) and standard deviation (5.671 and 5.5979) is also quite 
similar. So, null hypothesis is rejected. 
The analysis regarding human resource Perspective between male and 
female reveals that there is no significant difference. Since the significant 
value of t=1.605 and p= 0.110 respectively is more than 0.05 at 5% level of 
significant. 
It means in terms of human resource perspective between male and female 
of Jordanian universities, there is no significant difference. Even the mean 
(39.593 and 37.98) and standard deviation (8.1324 and 8.0432) is also quite 
similar. So, null hypothesis is rejected. 
The analysis regarding balance score card Perspective between male and 
female reveals that there is significant difference. Since the significant value 
of t=0.992 and p= 0.322 respectively is more than 0.05 at 5% level of 
significant. 
It means in terms of balance score card perspective between male and 
female of Jordanian universities, there is significant difference. Even the 
mean (91.688 and 90.081) and standard deviation (13.034 and 13.09) is also 
quite similar. So, null hypothesis is accepted. 
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Null hypothesis Ho-4: There is no significant difference among the 
experience at present designation in terms of Balanced Scorecard. (Stands 
accepted) 
Further, this hypothesis is tested from the four different perspectives of 
Balance Score Card like Financial, internal process, customers and Human 
resources. 
Null hypothesis Ho-4 A There is no significant difference among the 
experience at present designation in terms of General Perspectives. (Stands 
accepted) 
Null hypothesis Ho-4 B: There is no significant difference among the 
experience at present designation in terms of Financial Perspectives. (Stands 
accepted) 
Null hypothesis Ho-4 C: There is no significant difference among the 
experience at present designation in terms of Internal Process Perspectives. 
(Stands accepted) 
Null hypothesis Ho-4 D: There is no significant difference among the 
experience at present designation in terms of Human Resources 
Perspectives. (Stands accepted) 
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df =287 
Table-5.4 Analysis of various aspects of balance score card in respect 
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The above mentioned Table 5.6 reveals that the analysis regarding General 
Perspective in respect to the experience at present designation reveals that 
there is no significant difference between public and private universities of 
Jordan. Since the significant value of (p) is 0.367 which is more than 0.05 at 
5% level of significant. So, null hypothesis is accepted. 
The analysis regarding Financial Perspective in respect to the experience at 
present designation reveals that there is no significant difference between 
public and private universities of Jordan. Since the significant value of (p) is 
.137 which is more than 0.05 at 5% level of significant. So, null hypothesis is 
accepted. 
The analysis regarding Internal Process Perspective in respect to the 
experience at present designation reveals that there is no significant 
difference between public and private universities of Jordan. Since the 
significant value of (p) is 0.000 which is less than 0.05 at 5% level of 
significant. So, the alternate hypothesis is accepted. 
The analysis regarding Human Resource Perspective in respect to the 
experience at present designation reveals that there is no significant 
difference between public and private universities of Jordan. Since the 
significant value of (p) is 0.000 which is less than 0.05 at 5% level of 
significant. So, the alternate hypothesis is accepted. 
The analysis regarding Balance Scorecard Perspective in respect to the 
experience at present designation reveals that there is no significant 
difference between public and private universities of Jordan. Since the 
significant value of (p) is 0.000 which is less than 0.05 at 5% level of 
significant. So, the alternate hypothesis is accepted. 
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Null hypothesis Ho-5: There is no significant association between the 
financial policy of universities and the sector to which they belong. (Stands 
rejected) 
Using Chi- Square test 
Table 5.5 Chi-square test for association between the financial policy of 





























Upon analyzing various variables of balance score card in public and private 
universities, it is found that there is significant association between the 
financial policy of public and private sector universities of Jordan. Statistical 
analysis of the data was done using the Chi-square test to see whether the 
observed association between the variable is statistically significant. Since p-
value is less than 0.05 (p-value as 0.000), there exist a strong association 
between degree of association in regard to financial policy of public and 
private universities of Jordan. So, null hypothesis is rejected. 
Cross tabulation was conducted for measuring the degree of association in 
regard to financial policy as perceived. Commonly used cross tabulation was 
used here because it involves a simultaneous counting of the number of 
observations that occur in each of the data categories of two or more variable. 
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Null hypothesis Ho-6: There is no significant association between the 
Average life cycle of facilities and equipments offered in the universities the 
sector to which they belong. (Stands rejected) 
Table 5.6 Chi-square test for association between Average life cycle 
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Upon analyzing various variables of balance score card in public and private 
universities, it is found that there is significant association between the 
average life cycle of facilities and equipments offered in public and private 
sector universities of Jordan. Statistical analysis of the data was done using 
the Chi-square test to see whether the observed association between the 
variable is statistically significant or not. Since p-value is less than 0.05 (p-
value as 0.000), there exist a strong association between degree of 
association in regard to Average life cycle of facilities and equipments offered 
in public and private universities of Jordan. So, null hypothesis is rejected. 
Null hypothesis Ho-7: There is no significant association between average 
numbers of papers by academic staff published in a year in the universities 
the sector to which they belong. (Stands rejected) 
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Table 5.7 Chi-square test for association between average number of 


































Upon analyzing various variables of balance score card in public and private 
universities, it is found that there is significant association between average 
number of papers by academic staff published in a year in public and private 
sector universities of Jordan. Statistical analysis of the data was done using 
the Chi-square test to see whether the observed association between the 
variable is statistically significant or not. Since p-value is less than 0.05 (p-
value as 0.000), there exist a strong association between degree of 
association in regard to average number of papers by academic staff 
published in a year in public and private universities of Jordan. So, null 
hypothesis is rejected. 
Null hypothesis Ho-8: There is no significant association between the 
percentages of International students enrolled in comparison to total number 
of students in the universities the sector to which they belong. (Stands 
rejected) 
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Table 5.8 Chi-square test for association between the percentages of 


































Upon analyzing various variables of balance score card in public and private 
universities, it is found that there is significant association between the 
percentages of International students enrolled in a year in public and private 
sector universities of Jordan. Statistical analysis of the data was done using 
the Chi-square test to see whether the observed association between the 
variable is statistically significant or not. Since p-value is less than 0.05 (p-
value as 0.002), there exist a strong association between degree of 
association in regard to the percentages of Internationa! students enrolled in a 
year in public and private universities of Jordan. So, null hypothesis is 
rejected. 
Null hypothesis Ho-9: There is no significant association between tiie 
numbers of Conferences/ Seminars/ Workshops organized in a year in the 
universities the sector to which they belong. (Stands accepted) 
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Table 5.9 Chi-square test for association in regard to Conferences/ 

































Upon analyzing various variables of balance score card in public and private 
universities, it is found that there is no significant association regarding 
Conferences/ Seminars/ Workshops organized in a year in public and private 
sector universities of Jordan. Statistical analysis of the data was done using 
the Chi-square test to see whether the observed association between the 
variable is statistically significant or not. Since p-value is more than 0.05 (p-
value as 0.762), there exist no association in regard to Conferences/ 
Seminars/ Workshops organized in a year in public and private universities of 
Jordan. So, null hypothesis is accepted. 
Null hypothesis Ho-iO: There is no significant association between the 
average numbers of papers by academic staff published in ISI journals in a 
year in the universities the sector to which they belong. (Stands accepted) 
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Table 5.10 Chi-square test for association in regard to average number 
of papers by academic staff published in ISI journals in a year in public 






































Upon analyzing various variables of balance score card in public and private 
universities, it is found that there is no significant association in regard to 
average number of papers by academic staff published in ISI journals in a 
year in public and private sector universities of Jordan. Statistical analysis of 
the data was done using the Chi-square test to see whether the observed 
association between the variable is statistically significant or not. Since p-
value is more than 0.05 (p-value as 0.096675), there exist no association in 
regard to average number of papers by academic staff published in ISI 
journals in a year in public and private universities of Jordan. So, null 
hypothesis is accepted. 
Null hypothesis Ho-11: There is no significant association between the 
average numbers of papers by academic staff published in refereed research 
journals in a year in the universities the sector to which they belong. (Stands 
accepted) 
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Table 5.11Chi-square test for association in regard to average 
number of papers by academic staff published in refereed research 





































Upon analyzing various variables of balance score card in public and private 
universities, it is found that there is no significant association in regard to 
average number of papers by academic staff published in refereed research 
journals in a year in public and private sector universities of Jordan. Statistical 
analysis of the data was done using the Chi-square test to see whether the 
observed association between the variable is statistically significant or not. 
Since p-value is more than 0.05 (p-value as 0.0613), there exist no 
association between degree of association in regard to average number of 
papers by academic staff published in refereed research journals in a year in 
public and private universities of Jordan. So, null hypothesis is accepted. 
Null hypothesis Ho-12: There is no significant association between the 
numbers of online programs offered in the universities the sector to which 
they belong. (Stands rejected) 
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Table 5.12 Chi-square test for association in regard to number of 





































Upon analyzing various variables of balance score card in public and private 
universities, it is found that there is significant association in regard to number 
of online programs offered in public and private sector universities of Jordan. 
Statistical analysis of the data was done using the Chi-square test to see 
whether the observed association between the variable is statistically 
significant or not. Since p-value is less than 0.05 (p-value as 0.000), there 
exist a strong association in regard to number of online programs offered in 
public and private universities of Jordan. So, null hypothesis is rejected. 
Null hypothesis Ho-13: There is no significant association between tfie 
communications of the implementation of the performance measurement 
system to the employees of the universities the sector to which they belong. 
(Stands accepted) 
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Table 5.13 Chi-square test for association between average number of 
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Upon analyzing various variables of balance score card in public and private 
universities, it is found that there is no significant association in regard to 
communication of the implementation of the performance measurement 
system to the employees of the public and private sector universities of 
Jordan. Statistical analysis of the data was done using the Chi-square test to 
see whether the observed association between the variable is statistically 
significant or not. Since p-value is more than 0.05 (p-value as 0.979), there 
exist no association between degree of association in regard to 
communication of the implementation of the performance measurement 
system to the employees of the private universities of Jordan. So, null 
hypothesis is accepted. 
Null hypothesis Ho-14: There is no significant association between tiie 
deficiencies of performance measurement system in ttie universities the 
sector to which they belong. (Stands rejected) 
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Table 5.14 Chi-square test for association in regard to deficiencies of 







































Upon analyzing various variables of balance score card in public and private 
universities, it is found that there is significant association in regard to 
deficiencies of performance measurement system in public and private sector 
universities of Jordan. Statistical analysis of the data was done using the Chi-
square test to see whether the observed association between the variable is 
statistically significant or not. Since p-value is less than 0.05 (p-value as 
0.000), there exist a strong association between degree of association in 
regard to deficiencies of performance measurement system in public and 
private universities of Jordan. So, null hypothesis is rejected. 
Null hypothesis Ho-15: There is no significant association between 
academician and non-academician in regard to average number of papers by 
academic staff pubiished in a year in the universities the sector to which they 
belong. (Stands accepted) 
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Table 5.15 Chi-square test for association between academician and 
non-academician in regard to average number of papers by academic 



































Upon analyzing various variables of balance score card in public and private 
universities, it is found that there is no significant association between 
academician and non-academician in regard to average number of papers by 
academic staff published in a year in the public and private sector universities 
of Jordan. Statistical analysis of the data was done using the Chi-square test 
to see whether the observed association between the variable is statistically 
significant or not. Since p-value is more than 0.05 (p-value as 0.392385), 
there exist no association between academician and non-academician in 
regard to average number of papers by academic staff published in a year in 
the private universities of Jordan. So, null hypothesis is accepted. 
Null hypothesis Ho-16: There Is no significant association between 
academician and non-academician in regard to average number of papers by 
academic staff published in refereed research journals per year in the 
universities the sector to which they belong. (Stands accepted) 
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Table 5.16 Chi-square test for association between academician and 
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Upon analyzing various variables of balance score card In public and private 
universities, it is found that there is no significant association between 
academician and non-academician in regard to average number of papers by 
academic staff published in refereed research journals per year in the public 
and private sector universities of Jordan. Statistical analysis of the data was 
done using the Chi-square test to see whether the observed association 
between the variable is statistically significant or not. Since p-value is more 
than 0.05 (p-value as 0.297672), there exist no association between 
academician and non-academician in regard to average number of papers by 
academic staff published in refereed research journals per year in the private 
universities of Jordan. So, null hypothesis is accepted. 
Null hypothesis Ho-17: There is no significant association between 
academician and non-academician in regard to number of online programs 
offered in the universities the sector to which they belong. (Stands accepted) 
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Table 5.17 Chi-square test for association between academician and 
non-academician in regard to number of online programs offered in 



































Upon analyzing various variables of balance score card in public and private 
universities, it is found that there is no significant association between 
academician and non-academician in regard to number of online programs 
offered in the public and private sector universities of Jordan. Statistical 
analysis of the data was done using the Chi-square test to see whether the 
observed association between the variable is statistically significant or not. 
Since p-value is more than 0.05 (p-value as 0.589365), there exist no 
association between degree of association between academician and non-
academician in regard to number of online programs offered in the private 
universities of Jordan. So, null Hypothesis is accepted. 
Summarized results of Tested Hypotheses: Further, the tested hypotheses 
are summarized in the following table: 
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Table 5.18 Summary Statement of Testing of hypothesis 
Hypotheses 
Null hypothesis Ho-1: There is no significant difference 
between the public and private universities of Jordan in terms of 
Balance Score Card (BSC). 
Null hypothesis Ho-1 A: There is no significant difference 
between the public and private universities of Jordan in terms of 
General perspectives of Balance Score Card (BSC). 
Null hypothesis Ho-1 B There is no significant difference 
between the public and private universities of Jordan in terms of 
Financial Perspectives. 
Null hypothesis Ho-1 C: There is no significant difference 
between the public and private universities of Jordan in terms of 
Internal Process Perspectives. 
Null hypothesis Ho-1 D: There is no significant difference 
between the public and private universities of Jordan in terms of 
Human Resources Perspectives. 
Null hypothesis Ho-2: There is no significant difference 
between the academician and non-academician in terms of 
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Null hypothesis Ho-2 A: There is no significant difference 
between the academician and non-academician in terms of 
General Perspectives. 
Null hypothesis Ho-2 B: There is no significant difference 
between the academician and non-academician in terms of 
Financial Perspectives. 
Null hypothesis Ho-2 C: There is no significant difference 
between the academician and non-academician in terms of 
Internal Process Perspectives. 
Null hypothesis Ho-2 D: There is no significant difference 
between the academician and non-academician in terms of 
Human Resource Perspectives. 
Null hypothesis Ho-3: There is no significant difference 
between the Male and Female in terms of Balance Score Card. 
Null hypothesis Ho-3 A: There is no significant difference 
between the Male and Female in terms of General 
Perspectives. 
Null hypothesis Ho-3 B: There is no significant difference 
between the Male and Female in terms of Financial 
Perspectives. 
Null hypothesis Ho-3 C: There is no significant difference 
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Null hypothesis Ho-3 D: There is no significant difference 
between the Male and Female in terms of Human Resources 
Perspectives. 
Null hypothesis Ho-4: There is no significant difference among 
the experience at present designation in terms of Balance 
Score Card. 
Null hypothesis Ho-4 A: There is no significant difference 
among the experience at present designation in terms of 
General Perspectives. 
Null hypothesis Ho-4 B: There is no significant difference 
among the experience at present designation in terms of 
Financial Perspectives. 
Null hypothesis Ho-4 C: There is no significant difference 
among the experience at present designation in terms of 
Internal Process Perspectives. 
Null hypothesis Ho-4 D: There is no significant difference 
among the experience at present designation in terms of 
Human Resources Perspectives. 
Null hypothesis Ho-5: There is no significant association 
between the financial policy of universities and the sector to 
which they belong. 
Null hypothesis Ho-6: There is no significant association 
between the Average life cycle of facilities and equipments 
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Null hypothesis Ho -7: There is no significant association 
between averages numbers of papers by academic staff 
published in a year in the universities tiie sector to which they 
belong. 
Null hypothesis Ho -8: There is no significant association 
between the percentages of International students enrolled in 
comparison to total number of students in the universities the 
sector to which they belong. 
Null hypothesis Ho-9: There is no significant association 
between the numbers of Conferences/ Seminars/ Workshops 
organized in a year in the universities the sector to which they 
belong. 
Null hypothesis Ho-10: There is no significant association 
between the average numbers of papers by academic staff 
published in ISI journals in a year in the universities the sector 
to which they belong. 
Null hypothesis Ho-11: There is no significant association 
between the average numbers of papers by academic staff 
published in refereed research journals in a year in the 
universities the sector to which they belong. 
Null hypothesis Ho-12: There is no significant association 
between the numbers of online programs offered in the 
universities the sector to which they belong. 
Null hypothesis Ho-13: There is no significant association 
between the communications of the implementation of the 
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universities the sector to wliich they belong. 
Null hypothesis Ho-14: There is no significant association 
between the deficiencies of performance measurement system 
in the universities the sector to which they belong. 
Rejected 
Null hypothesis Ho-15: There is no significant association 
between academician and non-academician in regard to 
average number of papers by academic staff published in a 
year in the universities the sector to which they belong. 
Accepted 
Null hypothesis Ho-16: There is no significant association 
between academician and non-academician in regard to 
average number of papers by academic staff published in 
refereed research journals per year in the universities the sector 
to which they belong. 
Accepted 
Null hypothesis Ho-17: There is no significant association 
between academician and non-academician in regard to 
number of online programs offered in the universities the sector 
to which they belong. 
Accepted 
On the basis of collected information with the help of questionnaires, the data 
have been tested by using suitable statistical tools. The hypotheses which 
have been accepted or rejected have also been summerised in the form of 
the table. The summary of conclusions, findings and recommendations etc. 
have been given in the next chapter along with the scope for further research 
in this field. 
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Table-5.19 Summary of major findings 
Dimensions 
Satisfaction of students 
and staff members 
















Linked to the vision/ 
mission of universities 
Satisfactory 
Infrastructure 
(Latest books, journals, 
magazines, etc.) 
Satisfactory Not Satisfactory 
Performance Evaluation 
of Employees 
No performance evaluation Performance is 
evaluated 
Opportunities to develop Satisfactory Not Satisfactory 
Dimensions Government Universities Private Universities 
Most of the students and staff members are not satisfied with the working 
of the Government universities due to the less caring attitude of the 
government. The Government universities must change their attitude. 
They should pay attention to the needs and worries of their employees. 
They should treat their employees as family members. This will make 
employees feel that they are working for someone who cares for them. 
This results in employee satisfaction and employee retention. 
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2. The internal processing of different procedural work takes time in 
Government universities. The government universities need to be more 
efficient in completing their tasks to save time. This will help them to have 
more satisfied students and employees. 
3. Government universities should address the dissatisfaction of their 
employees with regard to their promotion and remuneration. Improving on 
these aspects will result in employee retention leading to employee 
satisfaction, student's satisfaction and competitive market share. 
4. The financial budgets should be linked with the mission/ vision. The 
universities in public sector in Jordan need to link their financial budgets 
to the department/university's qualitative performance. 
5. The study shows private sector universities in Jordan are financially 
sound as compared to Government universities. Public sector universities 
should make sure that sanctioning of the funds to the specific need in the 
university, should not take unnecessarily long time. There is immediate 
need to improve their efficiencies to compete with the private sector 
universities in Jordan. 
6. In this competitive environment, the universities should provide the basic 
infrastructure to the students and employees. Existing infrastructure of 
universities must be updated. Latest books, journals, magazines, 
communication system, modern means of teaching, Electronic mail (e-
mail), voice mail, the web, or other technology, human resources 
information system, training etc. should be provided to the students in 
order to provide better education. 
7. In Human Resource Management, performance evaluation plays a very 
vital role. It helps the employees to know the areas where they can 
improve. Like private sector universities, public sector universities must 
evaluate the performance of their employees and teaching staff. This will 
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help them improve their performance resulting in better presentation of 
their abilities and skills. 
8. The Government universities in Jordan are providing better opportunities 
to develop or improve the skills than that of private sector universities. In 
order to make their staff and teachers as competitive as the employees of 
public sector universities, the private sector universities must also offer 
faculty development programs, orientation/ refresher courses in academic 
staff colleges at reasonable cost and by providing the leave facilities. This 
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Chapter-6 Summary of conclusions, Findings and Recommendations 
Chapter-6 
Summary of conclusions, Findings, Recommendations and 
Direction for Future Research 
6.1 Introduction: In the previous chapter, the hypotheses of this study 
have been tested by using suitable statistical tools like t-test, ANOVA and chi 
square test. The final results after testing the hypotheses have also been 
summarized in the form of a table showing whether a particular hypothesis is 
accepted or rejected. This chapter deals with the Summary of major findings 
of the study, recommendations of this study. This chapter also includes the 
areas which have been emanated or explored for further research. 
6.2 Summary of conclusions 
A balanced scorecard measures performance across multiple areas of an 
organization, all linked directly to the organization's strategy and vision. 
Rather than focus solely on a single factor such as financial earnings, a 
balanced scorecard considers an organization's performance in multiple key 
strategic and operating areas. The linkage of strategy to the organization's 
operating activities is key to the balanced scorecard system. 
The Balanced Scorecard tool is an attempt to deal with these types of issues. 
It was originally designed as a tool for measuring performance that developed 
into a new strategic management control system, which helped implement the 
company's strategy. The aim of the Balanced Scorecard is basically to 
translate the strategy into action. It supplements traditional financial measures 
with criteria that measure performance from three additional perspectives -
those of customers, internal business processes, and learning and growth. It 
is also used as a system for communication, information and learning. It 
therefore enables companies to track financial results while simultaneously 
monitoring progress in building the capabilities and acquiring the intangible 
assets they will need for future growth. 
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A balanced scorecard vision or philosophy is simply a clear statement that 
describes what BSC will look like, how it will operate, how it will be built, and 
how the organization will use it. When created early in the balanced scorecard 
development process, your BSC vision provides a valuable touchstone going 
forward providing focus and facilitating quick consensus when critical 
balanced scorecard decisions are required. 
The overall objective of the thesis was to analyze the use of Balanced 
Scorecard in HR and performance measurement tool in Jordan including 
public and private sector universities. The Balanced Scorecard may be 
described as a strategy-driven measurement system that retains traditional 
financial measures, but adds also the perspectives of present and potential 
(future) value of a company, namely its customers, suppliers, employees, 
processes, technology, and innovation. 
By its nature the four-fold division of the Balanced Scorecard into the 
perspectives of a) financial, b) internal business processes, c) learning and 
growth, and d) clients, has nothing especially new. Internal business 
processes have been targeted by several quality management systems. 
Learning and growth has been analysed by a few trends under knowledge 
management. Academic and Non-academic staff also have been subject to 
several kinds of statistical and non-statistical researches. The main objective 
of the Balanced Scorecard is to bring those different perspectives together 
into a uniform system that would enable to measure them in a balanced way 
that is derived from the strategic objectives of an organisation. 
The first university in Jordan was established in 1962 and then many public 
and private universities were established in the kingdom totaling 26 in the 
year 2007; of them ten are public universities and sixteen are private 
universities, among them four universities are specialized in postgraduate 
studies. The government has issued a series of laws concerning higher 
education and Jordanian universities. Al- Balqa' Applied University (BAU) was 
founded in 1997, a distinctive state university in the field of Bachelor and 
Associate degree Applied Education, at the capacity of 21,246 student 
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distributed into 10,000 at the Bachelor degree program and 11,000 at the 
Associate degree program. Al-Ahliyya Amman University is a university 
located in Amman, Jordan. It is the leading private university in Jordan. Al 
Ahliya Amman University is the first privately funded and managed university 
to be established in Jordan. Since its founding year in 1990, this university 
has set a role model for launching many other privately owned universities in 
Jordan and in the Middle East. 
All together 288 questionnaires were collected from teaching as well as 
nonteaching staff from two private and two government universities of Jordan. 
While analyzing the information collected from public and private sector 
universities of Jordan through questionnaire. Researcher came to the 
conclusion that in Government universities the students are not satisfied with 
the kind of facilities provided. But still student's first preference is to get 
education from the government universities of big cities of Jordan. On the 
other hand, students in other small cities prefer to get admission in private 
universities but this preference is confined. As far as the implementation of 
the Balanced Scorecard system is concerned, the private universities are far 
ahead as compare to the Government universities. 
The researcher goes through detailed steps in implementing the Balanced 
Scorecard and during that researcher advises on practical questions which 
may arise in implementing the Balanced Scorecard for the first time in 
government and private universities of Jordan. 
The balanced scorecard is a tool which systemiatically expands the 
measurement areas traditionally involved in accounting. It thus aims to 
contribute to reducing the problems involved in using only financial measures 
for the purposes of control. It is not just intended as a measurement system, 
however; it is also a control system. It inserts non-financial measurements in a 
strategic control framework so that they are not merely loosely coupled local 
systems, but linked together in a causal chain which passes through the entire 
company. It may contribute to sharpening communication in the company in 
that it is not restricted to financial measures but also includes non-financial 
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ones, which provides a more comprehensive picture of the company. 
Therefore, it is a way of changing communication about strategy since thic will 
no longer be restricted to financial measures. This aspect is both very 
interesting and relevant. The preceding analysis shows, however, that the 
balanced scorecard has problems with some of its key assumptions and 
relationships. 
In researcher's opinion, the Balanced Scorecard methodology may be 
regarded as the most practical management tool since the SWOT analysis. 
Therefore, the universities who are willing to remain competitive during 
today's shift from conventional to information age education will have to start 
consider implementing the Balanced Scorecard. From the possible research 
resources from , research projects, journals, magazines, theses, articles, 
Internet and major international business journals, it was possible to identify 
that throughout the world has the Balanced Scorecard received very warm 
welcome among numerous very prestigious universities of the wodd. The 
number is constantly growing every day. 
The researcher found in the thesis show that the Balanced Scorecard may be 
considered as one of the best remedies in tackling with the questions 
concerning: 
• Linking strategic vision and long-term objectives to short term tactics of the 
universities. 
• Directing sophisticated and different critical paths of success in the light of 
strategic management. 
• Efficient performance measurement of teaching and non teaching staff. 
• Review of strategic vision in the light of day-to-day operations 
management. 
The Balanced Scorecard is definitely a useful tool to renew university's 
mission and strategic objectives. Multilevel analysis of organisational strategy 
helps to identify possible shortcomings and flaws of existing objectives. 
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Second, the Balanced Scorecard has proven its usefulness also as a two-way 
communications tool that enables to pass information more easily to all the 
members of a university, as every member's task in formulating the 
educational information is certainly much higher than in the case of 
centralised strategic management systems. At the same time, the Balanced 
Scorecard simplifies the analysis of monthly performance review and 
compares the results of the review with strategic objectives. 
Balanced Scorecard turns the activities of an organisation much more efficient 
as its every member is more aware and committed to the strategy. In the end, 
it avoids performing many tasks that are not in line with objectives and 
members start to diminish less important assignments that do not contribute 
to goals. As one of negative impacts of the Balanced Scorecard it may be 
noted slowing down of some strategic planning processes, because 
discussions on so many levels of management undoubtedly takes some time. 
The second problem is increasing time constraints, because some increase in 
bureaucracy and increase in reporting. 
However, to diminish those backlogs it is definitely recommended to use an 
information-technology based solution in implementing Balanced Scorecard. 
6.3 Findings of the Study: 
After a comprehensive study of public and private sector universities in Jordan 
with the help of information obtained through questionnaires, the followings 
are the findings of this research work; 
• Most of the students and staff members are not satisfied with the working 
of the Government universities due to the less caring attitude of the 
government. On the other hand most of the students and staff members 
are satisfied with the facilities and infrastructure provided by the private 
universities of Jordan though the private universities are comparatively 
costly for the students. 
• The internal processing of different procedural work is taking so much 
time to completion in Government universities. On the other hand private 
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universities of Jordan liaving better processing tlius giving more 
satisfaction to tiieirs students and staff members. 
Employees are not satisfied regarding their promotion as well as their 
remuneration in Government universities. 
In government universities, there is little consideration given to vision/ 
mission of the universities. Thus, the financial budgets of the 
department/university are not linked to the department/university's 
qualitative performance. 
Private sector universities in Jordan are financially sound as compared to 
Government universities. There is lot of procedural delay in sanctioning 
the fund to the specific need in the government universities. Thus, the 
private universities are known for their efficiencies as compared to the 
Government universities of Jordan. 
The available facilities of the private sector universities in Jordan are 
better than that of Government universities like latest books, journals, 
magazines, communication system, adopting modern means of teaching, 
Electronic mail (e-mail), voice mail, the web, or other technology, human 
resources information system, training etc. 
There is no performance evaluation of the employees and teachers in 
government universities. On the other hand, in private sector universities, 
the management is so much concerned with the quality education by 
adopting the performance evaluation method to give incentives to hard 
working staff members. 
The Government universities in Jordan are providing better opportunities 
to develop or improve the skills than that of private sector universities by 
offering faculty development programs, orientation/ refresher courses in 
academic staff colleges at reasonable cost and by providing the leave 
facilities. On the other hand such kinds of facilities are missing in private 
universities of Jordan. 
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There is no significant difference between tine academician and non-
academician of public and private universities of Jordan in terms of 
General Perspectives, Financial Perspectives, Internal Process 
Perspectives and Human Resource Perspectives of Balance Score Card 
(BSC). 
There is no significant difference between the Male and Female of public 
and private universities of Jordan in terms of General Perspectives, 
Financial Perspectives, Internal Process Perspectives and Human 
Resource Perspectives of Balance Score Card. 
There is significant difference among the experience at present 
designation of public and private universities of Jordan in terms of Internal 
Process Perspectives and Human Resource Perspectives of Balance 
Score Card but found to be significant difference in regard to General 
Perspectives and Financial Perspectives of Balance Score Card. 
There is significant association between the financial policy of 
universities, Average life cycle of facilities and equipments offered 
average number of papers by academic staff published in a year, 
percentages of International students enrolled in comparison to total 
number of students, deficiencies of performance measurement system in 
the Public and Private sector universities of Jordan. But there is no 
significant association between Conferences/ Seminars/ Workshops 
organized in a year, average number of papers by academic staff 
published in ISI journals, average number of papers by academic staff 
published in refereed research journals, managerial accounting indicators 
used in order to assist the University's assessment of customer (students) 
satisfaction policy, number of online programs offered and communication 
of the implementation of the performance measurement system to the 
employees in a year in the universities of Public and Private sector of 
Jordan. 
187 
Chapter-6 Summary of conclusions, Findings and Recommendations 
• The employees have better preference to work in the Government 
University than private universities of Jordan due to the better 
remuneration and retirement benefits. 
6.4 Recommendations: After analyzing the results of the questionnaires, 
the following recommendations are given by the researcher: 
• Adoption of the balance scorecard in government universities requires 
proper attention. It is not properly adopted as compared to the private 
universities. Now the time has come in this liberalized era that government 
universities should also adopt balance scorecard to achieve the set target. 
• The employee scorecard should be closely integrated with the assigned 
task, thus keeping the entire organisation focused on the same agreed set 
of objectives/ mission. 
• Teaching, non-teaching employees and students should be involved in the 
development of the measures, since their participation will inspire them to 
improve the standard of the university and thus will help in accomplishing 
set standards. 
• In the presence of unions (Teaching, non-teaching employees and 
students), the union officials should be included in the earliest discussion 
of the measurement system. Union officials should be assured that the 
system gives employees more, not less, control over their jobs. 
• Measures selected must be in real time so that employees can respond 
and solve problems on the spot. Measures selected should focus on the 
critical aspects of performance. New measures that are introduced should 
be balanced with the other scorecard measures. 
• Communicate the measures to all the staff, and provide updates on a 
more frequent basis. They need to be communicated simply and easily, 
from the top down. For example, the head of the department could 
distribute a Balanced Scorecard Report quarterly to all staff, with a cover 
memo explaining what the measurements mean and how the department 
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is doing. Supervisors could use tine report to generate discussion and 
understanding about the Balanced Scorecard program on a quarterly basis 
during staff meetings. 
• Continue development of Balanced Scorecard at the area levels should 
fold into higher-level departmental measures, just as annual employee 
evaluation goals fold into department measures. 
• Employee reviews should be done in a Balanced Scorecard format -
especially the goals for the next review period. By incorporating the four 
perspectives of the department's BSC, the individual employees will gain 
an understanding of how they each contribute to the Facilities Services 
Balanced Scorecard Strategic Plan. An example of an Innovation and 
Learning individual employee goal may be: foster a learning environment 
where employees are encouraged to develop their skills to meet the 
demands of the future; show evidence of coaching employees to improve 
their knowledge and services (such as encouraging employees to attend 
appropriate training sessions, computer skills updates, etc.). 
• Measures need to be established including overall scores for students' 
satisfaction from the students' Satisfaction Surveys, as well as from 
discussion to measure and assess each of the departments. 
• Develop a Continuous Quality Improvement (CQI) team which could 
provide suggested plans of action to the appropriate person as well as 
help in communicating the Balanced Scorecard information throughout the 
various departments of the university. 
• Develop a Continuous Quality Improvement (CQI) team which could 
provide suggested plans of action to the appropriate person as well as 
help in communicating the Balanced Scorecard information throughout the 
various departments of the university. 
• Incorporate Balanced Scorecard into the culture of the departments of the 
university. It must be the backbone for individual performance evaluations; 
employee, teacher and department goals; funding requests; celebrations; 
etc. Individual goals must align with department goals; department goals 
must align with faculty goals; faculty goals must align with the universities' 
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goals in order for change to be effective and act as a driving force behind 
the achievement of the universities' strategy. For the Balanced Scorecard 
to truly be successful, continuous quality improvement must be a powerful 
force in the culture of the university. 
• In addition, BSC measures should be entered into the computer so that 
current figures can be accessed instantly by people in different 
departments and at different levels of the university. Incentive-related pay 
should also be linked to a few high-level goals as this encourages the use 
of the balanced scorecard as a tool to help management teams achieve 
these high level goals. Linking a large proportion of the balanced 
scorecard elements to incentive pay not only discourages the initial 
selection of risky objectives, it also discourages management from 
changing their balanced scorecard during the course of an incentive period 
if they are already meeting the target values. If incentive pay is linked only 
to some overall measures of success, then the university administration 
will likely use the balance scorecard information to generate the improved 
performance required to achieve the overall measure. 
• The performance measurement system design should be directly related 
to the university's main strategy and non-financial measures should be 
adopted. 
• There are potential areas for further refinement and research into the 
balanced scorecard. Currently, theories of strategic control methods and 
practice are developed separately from theories relating to performance 
management. Therefore, more refinement is needed in matching 
understanding of how management behaviour can be influenced by 
performance measurement data to better- facilitate management 
interventions. A university's performance measurement system often 
covers its entire working. There should be an examination of the ways to 
reconcile performance reporting with performance management. Lastly, 
the characteristics of university that successfully implement performance 
management are not well known. Studies should be undertaken to deepen 
understanding of the factors that encourage or inhibit the adoption of 
advanced performance management systems. 
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6.4 Directions for Future Research 
The present research on the comparative study of Balance Score card in 
government and private universities of Jordan explored many issues in line 
with the objectives set for the study. The present study has focused on many 
dimensions of balance score card in the education system of Jordan. On the 
basis of primary data, a number of aspects of balance score card were 
analysed. But still I feel that a multi directional expansion with focus on related 
areas is possible. In the context of limitations of the study, and the experience 
gained during the study, some of the potential areas are identified for future 
researches. Potential areas for research have been identified in the following 
areas: 
• To generalize the findings of the study, a broad representative sample 
may be taken. Sample size could be increased covering all the hierarchical 
levels of teaching and non-teaching staff as well as students of the 
government and private universities of Jordan. 
• The coverage of many other universities and colleges under higher 
education of Jordan may be done. Not only the universities but many other 
important ingredient of effective and efficient service, such as hotel, 
tourism, banking, insurance, IT etc., to name a few, could be studied. 
• Even the approach of balance score card in the high school and higher 
secondary education system of Jordan should also be studied. If it is 
difficult than the feasibility analysis must be done in regard to introducing it 
in schools. 
• The present research work is in the field of service sector. The balance 
score card approach can also be introduced in manufacturing sector also. 
It will definitely be a good move if it is properly implemented with some 
required modifications. 
• The present work deals with the comparative study between government 
and private sector universities of Jordan. Similarly a comparative study 
can also be made between universities and some other major public utility 
concerned like water, electricity or transport organizations to find the most 
effective application of balance score card approach to understand the 
191 
Chapter-6 Summary of conclusions, Findings and Recommendations 
phenomenon in depth, its effects on organizational performance and 
effectiveness, identifying negative aspects and their affect, an exhaustive 
case based study of different concerned could be carried out. 
• Research done in the form of academic- industry interface would 
contribute towards generating new knowledge and clarity of concept, at 
the same time, it would help the organizations to decipher their own 
assumptions when a cultural analysis becomes relevant for some 
problems that the organization is trying to solve. 
• The balance score card approach and its implementation with 
effectiveness is another area where special attention and innovations 
should also be made. Atleast researches should be carried out in the 
existing system of balance score card approach to make it applicable in 
different kinds of organisations. Rather efforts should be made to bring 
flexibility in the balance score card approach. 
• Everywhere the balance score card approach has been used even in 
different organizations, but some more possible action plans should be 
carried out or research could be conducted to help the organizational 
members to analyze the culture, prepare a profile, and make action plan to 
deal with weak aspects. This could be done in steps. 
• The balance score card approach may wholly applied to make a 
comparative study of the students' perception in the government and 
private universities of Jordan. Thus, the present research study has 
substantial scope of extension in terms of both quantitative and qualitative 
dimensions in regard to the balance score card approach. 
• Mostly people have got a perception that teachers and students are the 
backbone for the effectiveness for the universities. But we should not 
forget that non-teaching staff play a very important role in making the 
university smooth and efficient in terms of procedural work. Quick 
processing is the main criteria for judging the quality of any service 
provider. Thus, further there is good scope for the researcher to carry out 
the research work considering non-teaching staff as key factor. This study 
may be carried out by analyzing the impact of balance score card 
approach on the performance of non-teaching staff. Again to simplify the 
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research work a comparative study can be made between two different 
organisations v,/here in one balance score card approacii has been 
implemented and in another balance score card approach has not been 
introduced to check the impact properly and to know the effectiveness of 
the balance score card approach. 
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I am working on a research paper f or PhD titled on Balanced Scorecard 
Approach to Human Resource Management- A study of Select 
universities 
. For the purpose of my research analysis I have prepared a questionnaire. 
You are requested to please answer the questions contained in the 
questionnaire. Information provided by you will be used only for research 
purpose. 
strongly Agree (SA) = 5, Agree (A) = 4, Neither Agree Nor Disagree (NAND)= 3, Disagree (D) 












My department has vision/ mission statement. 
My woric priorities are based on my department's vision/ 
mission statement. 
I understand how my department contributes to the campus 
as a whole 
The financial budgets of the department/university are 
influenced by the department/university's qualitative 
performance? 
It is important for the University to establish a link 
between the strategic objectives and the financial budgets? 
My university is financially sound. 
I agree that the stakeholders must know and must be 
connected to the University's strategy? 
The latest books, journals and magazines are available in 
the library. 



























































I agree that improving the University's performance is 
closely linked to 'he existent degree of communication 
between all organizational levels? 
The university is adopting modem means of teaching. 
Proper efforts are made to identify the requirements of the 
students time to time? 
1 have to programme that help me balance my home and 
work responsibilities ( e.g. use of vacation leaves) 
Information necessary for me to do my job flow freely, 
honestly and respectfully within my immediate work unit 
Informal, personal contacts, friends, other co-workers etc. 
provides me with information to do my job. 
Electronic mail (e-mail), voice mail, the web, or other 
technology provides me with information to do my job. 
In my department most decisions are made by discussing 
with everyone and an'iving at a solution that everyone 
supports. 
The people in my immediate work unit share their 
knowledge with each other; we develop way to solve the 
problems. 
When working with a team, the team members accept the 
difference of opinion and commit themselves to work 
together. 
I am satisfied with how performance standards are 
communicated and executed in my immediate work unit. 
The number of hours provided for students are sufficient. 
We routinely gather input from our students about the 
quality of our work and how satisfied they are with our 
services in my immediate work unit 
When students are not satisfied with our services, we 



























































































My supervisor is easy to approach or speak to and provides 
me with information to do my job. 
I am satisfied with the infrastructure of the department. 
The management of the University should give interest in 
understanding the relationships and the existent conditions 
between different organizational levels, departments, and 
staff? 
Students are satisfied from university administrative staff 
performance. 
Ratio of students to academic staff in bachelor degree 
programs is satisfactory. 
Ratio of students to academic staff in master and PhD 
degree programs is satisfactory. 
1 agree that establishing the value of staff and intangible 
assets is important? 
It is necessary to consider the extended value chain in the 
managerial system i.e. the role of the personnel, 
suppliers and the community? 
Do you think that your university is having appropriate 
human resources information .system? 
I am satisfied with my job. 
I think my pay rate is appropriate 
I have opportunities to develop or improve my skills 
Formal discussion with co-workers in my immediate work 
unit provides me with information to do my job. 
Group meeting provide me with useful information to do 
my job. 
I am satisfied with the opportunities 1 have to increase my 
job related skills and knowledge. 
1 have received enough training to know how to perform 
my job. 
My job makes good use of my skills and abilities. 
Leaders in my immediate work unit have explained clearly 


























































































Leaders in my immediate work unit talk about how future 
changes will affect how we will do our work. 
Leaders in my immediate work area allow employees to do 
work independently. 
Leaders in my immediate work unit encourage employees 
to make recommendations. 
There are opportunities for employees with leadership 
abilities to be mentored. 
Leaders in my immediate work unit contribute to a team 
efforts in getting our work done. 
When people in my immediate work unit have problem 
working with each other, we develop way to solve the 
I have clear goal defined for my job. 
My supervisor has a clear understanding of what I 
accomplish in my job. 
The way 1 do my work/ my overall job performance ( 
accurately with quality, on time, dependably, etc. ) 

















































1. What indicators should be used in order to assist the University's 
financial policy? 
a. Income growth b. Costs reduction c. Assets usage 
(the strategy for investments) d. 
Other 
2. Average life cycle of facilities and equipments offered in the university 
are: 
a. Less than 2 years b. 2 to 4 years c. 4 to 6 years 
More than 6 years e. I don't know 
3. Average no. of papers by academic staff published in a year. 
a. Less than 2 b. 2 to 4 c. 4 to 10 
b. More than 10 e. I don't know 
4. The percentage of International students enrolled in comparison to total 
number of students in the university. 
a. Less than 5% b. 5% to 10% c. 10% to 20% 
d. More than 20% e. I don't know 
5. Conferences/ Seminars/ Workshops organized by the university per 
year. 
a. Less than 2 b. 2to4 c. 4 to 10 d. More than 10 e. I 
don't know 
6. Average no. of papers by academic staff published in IS! journals per 
year. 
a. Less than 2 b. 2to4 c. 4 to 10 d. More than 10 e. I 
don't know 
7. Average no. of papers by academic staff published in refereed 
research journals per year. 
a. Less than 2 b. 2to4 c. 4 to 10 d. More than 10 e. I 
don't know 
8. What indicators should the managerial accounting use in order to 




Market share; b. Number of students; c. Customer 
satisfaction (students); d. Customer turnover (students); 
9. No. of online programs offered by school 
a. Less than 2 b. 2to4 c. 4 to 10 d. More than 10 e .1 
don't know 
10. How does the university communicate the implementation of the 
performance measurement system to the employees of the university? 
(Select all that apply 
a. Brochures b. Newsletters c. Memo d. Did not communicate 
Information session f. I don't know g. Others 
11. In your opinion what are the deficiencies of your performance 
measurement system? (Select any one? 
a. Too many measures b. Too few measures 
c. Does not contains the appropriate measures 
d. There are no limitations e. I don't know 
Personal Information 
a. Name of the University: 
b. Experience at present designation: 
0. Total experience 
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